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Abstract 
The purpose of this thesis is to examine the occurrence of crisis events and importance of 
continuity in conjunction with the use of technology and how this impact marginalized students. 
I explore the following: the role of technology in the institutional response to crisis events, the 
marginalization of students during crisis events, how institutional continuity and technology 
attribute to a more proactive crisis management approach, the ability of institutions to ensure 
students have the technology they need to be successful. In order to effectively approach each of 
these questions, this thesis will integrate theories of student identity development, a historical 
analysis of higher education, and evaluation of the usage of technology on college campuses 
during recent crisis events. Based on the dynamic between these integral components, I propose 
a comprehensive program initiative that will address social class structures as it relates to 
equitable access to technology. My intervention directly responds to the need that exists for a 
technology program that provides students, particularly marginalized students, with the 
necessary devices and resources they need in order to be successful.  
Keywords: Crisis; Continuity; Marginalized students; Technology 
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Chapter One: Introduction 
 As higher education institutions often mirror the perceptions of society at large, 
implementing change can be a tedious and cumbersome process. Student affairs practitioners 
play a crucial role in enacting change as the advocates and voices for students who are 
oftentimes not included in nor a part of the university decision making processes. Crisis and 
disaster events often aggravate existing structural issues that perpetually impact both students 
with a lower socioeconomic status and students of color. Ensuring that these students are 
accounted for and provided with the necessary support and tools to maintain their educational 
needs is imperative.  
Crisis management preparedness at the institutional level and the implementation of 
proactive measures of planning, especially as it relates to technology, can benefit students who 
become marginalized due to crisis events. While crisis events cannot always be predicted, there 
are measures institutions can take to ensure that when an event arises, students have the tools, 
literally and figuratively, they need to adapt. Utilizing a technological lens, I will examine how 
institutions can better prepare and respond to unanticipated events that arise and can more 
seamlessly assist students with technological components before a crisis occurs.  
 The COVID-19 pandemic exemplifies a larger dilemma within higher education that 
became exacerbated due to the lingering crisis. Historically, institutions have often taken a more 
reactive approach responding to problems as opposed to proactively anticipating possible 
dilemmas and planning to combat them in a timely manner (Rentz, 2004). While crisis-like 
events are often unpredictable, their occurrence amplifies issues that have existed on college 
campuses that have not been deemed a high priority to address. Instead, crisis-like events occur 
and create larger dilemmas that require immediate action. A recent Inside Higher Ed article 
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details on how the COVID-19 pandemic has made inequality more visible. Huckaby (2021) 
elaborates, “As COVID-19 forced classes to online platforms, the gulf between students with and 
without resources widened making inequity more visible.” The impact of the pandemic is 
creating a larger divide as the National Student Clearinghouse Research Center has reported 
enrollment for undergraduates is down, particularly among Hispanic (-5.3%), Black (-7.4%), and 
Native American (-12.5%) communities (Texas Christian University, 2021).  
The allocation of resources at higher education institutions, particularly as it pertains to 
technology, is often unfairly accessed. Students that attend college with the latest and greatest 
technological advancements are at an advantage to those who are relying on a hand-me-down 
laptop or those who might not have a device at all and rely solely on the computers in the various 
labs or libraries on campus. It is imperative that the institutional commitment to continuity 
includes prioritizing crisis management preparedness measures, technological resources, and 
understanding the impacts crisis events have on marginalized students.  
Building a Relationship with Technology 
 Technological advancements are rapidly changing the way of the future and has 
profoundly defined how I utilize, view, and understand its importance. My relationship 
with technology largely developed through my personal experiences as it evolved 
throughout my lifetime and impacted me academically and socially. The societal 
reliance on technology perpetuates the stratification of classes and distinguishes the 
“haves” from the “have nots” (Texas Christian University, 2021). Growing up in a 
lower middle-class family, my parents were both blue collar workers that strived to 
provide the best for me. As technology has progressed during my lifetime, I have had a 
front row seat as it shifted from a supplemental resource to an academic requirement. 
 3 
The first computer we owned in my home was for the entire family to use, which relied 
on a dial-up connection in order to connect to the Internet. While times have certainly 
changed in that regard, what was once viewed as a luxury is now viewed as essential. 
My parents saved money to buy my first laptop when I was a junior in high school. It 
was a Dell that I used until my sophomore year of college. I vividly remember the day 
that Dell computer crashed as I was in the middle of typing a paper for a class 
assignment in my residence hall. At this time, OneDrive and the Cloud did not exist or 
if it did, I certainly was not aware of it. I called my Mom hysterical, feeling as though I 
had almost let her down because the money she had spent to purchase my laptop was 
figuratively thrown out the window along with all the assignments I had worked on and 
the photos I had saved to that computer.  
 This experience contributed to my general disdain for Microsoft Windows 
operating systems. In the aftermath of the demise of my Dell laptop, my parents helped 
me purchase my first Apple MacBook Pro. While it was a much more expensive 
investment, it is one that I feel more confident about. The fear of losing photos, 
documents, and precious memories gives me pause to ever trust a Windows operating 
system again. As technology continues to advance, so does my relationship with it; one 
that I consider to be a love and hate relationship. I acknowledge that I have a reliance 
on technology and the pandemic has reinforced that dependence. From sunup to 
sundown, there is rarely a moment that I am away from my computer. In fact, I have 
often joked that my laptop sounds like an airplane preparing to take off on the occasion 
it becomes overheated from consistent usage. It is hard to imagine how different life 
would be if technology was not woven through the fabric of it. 
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My Thematic Concern Positionality  
 The COVID-19 pandemic caused the disruption of classes, work, graduate 
assistantships, and life as we generally knew it. Life seemed to change in an instant. 
Suddenly, technology was the primary means of providing education, maintaining 
friendships, shopping, and socializing. I reflected on the comforts that I have been 
afforded by my family and thought about others who might not be in a similar situation. 
More specifically, I live in a safe space with an emotionally and financially supportive 
family. I have access to high-speed internet, food, and a warm place to live. While I am 
blessed to have what might seem to be basic amenities, I know that not everyone is in 
the same position. The pandemic unleashed turmoil on families leaving some laid off 
from their jobs, while others were forced to work incessantly beyond their limitations.  
At the onset of the pandemic last spring, I was an intern with the Office of New 
Student Programs at West Chester University and advised undergraduate orientation 
leaders by helping them devise goals and understand conflict resolution. After the 
university shifted to remote learning in March 2020, most students returned home to 
their families and were suddenly thrust into the roles beyond their student expectations. 
I found that students also became caregivers and sometimes providers for their 
families. Several students had to help their family businesses, while others became 
responsible for caring for younger siblings or other family members. These additional 
responsibilities placed an unanticipated burden on some orientation leaders and 
understandably impacted their ability to attend meetings, trainings, and other team 
related virtual events. As I began to talk to students and understand how the pandemic 
directly impacted them, it became clear that a need existed for institutions to be better 
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adept and prepared at providing students with information, technology, and resources 
when a crisis event occurs. Therefore, the premise of my thematic concern developed 
into understanding who becomes marginalized in a crisis, the role of technology in a 
crisis, and the responsibility of the institution to ensure academic continuity. 
 Intervention Preview 
 My proposed intervention offers several distinct solutions that utilize technology as 
a main feature or component. This was intentional by design as technology has evolved as 
a source of reliance in education, especially during crisis events which I will examine 
further in Chapter 3. In this Critical Action Research (CAR) thesis project, I focus on 
implementing a Technology Forgiveness Initiative and Technology Use Workshop that 
collectively provides a holistic solution to ensure technology does not create a barrier to 
marginalized students in a crisis or any other time. Instead, technology is utilized in a 
manner that helps build bridges for students as opposed to exacerbating the existing digital 
divide. My intervention does not seek to be a one size fits all solution, but rather strives to 
be a starting point for deeper conversations and more meaningful change.  
Technology Forgiveness Initiative Overview 
 My proposed intervention incorporates a dynamic initiative that strives to ensure that all 
students have the technology they need to be successful academically and socially. This begins 
with constructing a multitiered fundraising campaign in order to secure laptop devices for the 
Technology Forgiveness Initiative at either a reduced rate or low cost. This will allow the 
institution to purchase or receive more technology related items to better assist more students. 
The purpose of the Technology Forgiveness Initiative is to alleviate an undue burden that is 
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placed on students, which necessitates purchasing a laptop in order to be prepared for the 
academic rigor and faculty expectations affiliated with attending college.  
Technology Use Workshop Overview 
 In conjunction with the Technology Forgiveness Initiative there will be a Technology 
Use Workshop. The purpose of the workshop is to ensure students have the knowledge and tools 
to effectively utilize the technology they have been provided. Oftentimes, the assumption is 
made that by simply handing students a laptop, they will automatically become equipped to be 
academically successful and that is not the case. Technology continues to advance every day as 
do the features that are now equipped on those devices. Assuming that students know how to 
navigate the basics of Word, Excel, PowerPoint, etc. will set them up for failure. The purpose of 
this workshop is multipurpose in that it will provide students with a hands-on overview of the 
basic programmatic functions of the laptop. Furthermore, it will also create a rapport between 
students and the initiative so if they have questions or need assistance in the future, they know 
how and who to reach out to.  
Advisory Board Overview 
 The Advisory Board has the role of examining, reviewing and revising procedures and 
policies that are implemented for the Initiative. The members of this board will be composed of 
faculty, staff, students, and alumni who will make determinations about how the institution can 
better serve its stakeholders should a crisis event occur. The expectation is that this committee 
will meet at least twice a year and also confer with other departments or entities as needed. 
Finally, the members of this committee are expected to review the latest research and 
recommended practices and make decisions about how, if, and when the institution should 
implement technological changes in accordance with the current operating crisis procedures.  
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 Through a variety of assessment strategies, I will examine and evaluate how the 
Technology Forgiveness Initiative and Technology Use Workshop have effectively impacted 
students. This includes understanding how many students enrolled in the initiative and how many 
students were given the technology requested at the end of one academic calendar year. These 
percentages will give insight about the number of students in need and how many could be 
accommodated. Data gathered from this assessment will offer key insights and allow for a more 
comprehensive understanding of the Initiative’s success and shortfalls. Acquiring both 
qualitative and quantitative data will support and demonstrate that a need for a technology 
forgiveness-like-program exists and overtime will show how students, especially marginalized 
students, directly benefit from it particularly as it relates to attrition and graduation rates. 
Specifically, quantitative data will show how many students use the program, the demographics 
of the students using the program, and the retention rate of students in the program. Qualitative 
data is equally as instrumental because direct student feedback will ultimately enhance the 
Initiative by understanding challenges students encountered and how students can be better 
served.  
Conclusion 
 My tumultuous relationship with technology and my experience with the current COVID-
19 pandemic contributed to my desire to explore how crisis management and technology impact 
marginalized students. The digital divide has become more evident as institutions have become 
reliant on technology as a solution to the inability to have in-person classes. I provided an 
overview of my personal insights as well as a brief outline of my proposed intervention. In 
Chapter 2, I will discuss my personal philosophy of education and how it informs my perspective 
on the purpose of higher education. Additionally, I will also review the significance of Critical 
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Action Research and explain how implementing this research process is instrumental as it 
utilizes the input and voices of participants.  
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Chapter Two: Theoretical Frameworks 
 In this chapter, I describe the educational philosophies that inform my personal 
educational pedagogy. Utilizing the perspectives of John Dewey, Paulo Freire, and Gloria Jean 
Watkins I explain how their diverse frameworks contribute to my beliefs about the purpose of 
education. Additionally, this chapter will also introduce Critical Action Research as a 
participatory research method that is integral to determining a dilemma and utilizing democratic 
measures with the participants to uncover a solution.  
Education is an Inherent Right 
The influence of philosophers on the advancement and meaning of higher education has 
deeply impacted my own standpoint on how the university should operate. These philosophers 
have provided a blueprint of the importance of knowledge, thinking, and questioning about 
education and universities, in general. Notable philosophers such as John Dewey, Paulo Freire, 
and Gloria Jean Watkins, who is most commonly referred to by her pen name bell hooks, will be 
referenced in this chapter in addition to my own personal philosophical perspective about the 
purpose of education, specifically as it pertains to my personal narrative and experience. 
My philosophy of education is centered on the fundamental belief that education is a core 
right and not a privilege, which drives the foundation of my intervention. Not only do students 
have the right to receive an education, but they should also be given the tools and resources they 
need in order to be fully prepared and equipped to be academically and socially successful. The 
costs associated with attending college often deter students from enrolling and are a factor in the 
retention of students as well. Higher education has become a vehicle of perpetuating the 
stratification of the accessibility of education by catering to the elite and alienating lower class 
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students from attaining an equitable opportunity to attend college. The costs associated with 
attending college often alienate low-income students from having the same access to higher 
education as their elite counterparts. In the sections below, I will elaborate on my personal 
philosophy about the accessibility of higher education and how an equitable education is an 
inherent right for all students.  
Dewey, Growth, and the Educative Experience 
I unpack my philosophy of education by beginning first with John Dewey. His position 
on the importance of an educational experience outlines an imperative concept on student 
growth. According to Dewey (1938) there are two distinct types of experiences: mis-educative 
experience and a positive educational experience. Dewey claims that a mis-educative experience 
limits or impedes growth. Since education and society interact together, a mis-educative 
experience hinders development, which ultimately impacts society. External forces such as debt, 
racism, and sexism impose on experience and limit its potentiality. These factors stunt growth 
and can lead to feelings of callousness or unresponsiveness. On the other hand, a positive 
educational experience has the ability to open a plethora of doors that give way to a momentum 
of future experiences. Dewey exemplified this by stating, “Growth, or growing as developing, 
not only physically but intellectually and morally, is one exemplification of the principle of 
continuity” (Dewey, 1938, p. 28). Positive experiences lead to growth of individual 
potentialities, enlarging the possibility for a quality experience that will lead to further quality 
experiences. This illustrates the concept that having one positive experience has the ability to 
produce a multitude of further experiences, thereafter, that are also positive in nature. Since 
education is a formative process, and not a singular one, the continuity of experience uses the 
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concepts of educative and mis-educative to reveal that the past shapes the present and the present 
shapes the future. Dewey’s guiding principle of experience calls for educational practitioners to 
recognize the value and importance of creating positive experiences for students.  
The directionality of growth is a significant factor for Dewey meaning growth can be 
either a positive, educative experience or a negative, mis-educative experience. One example he 
provides demonstrates how man can develop into less ideal forms of growth, such as a burglar or 
gangster. He claims, “But from this standpoint of growth as education and education as growth 
in this direction promotes or retards growth in general” (Dewey, 1938, p. 19). In order for 
positive growth to occur, experiences are valued based on their results, which reinforces that 
education should be viewed as a journey and not a destination. This key idea, for Dewey, 
produces the continuity of experience by explaining that one experience leads to another, which 
has the potential to lead to growth.  
The relationship between students and student affairs practitioners should be multifaceted 
as this dynamic has the ability to completely impact a student’s college experience. This 
relationship needs to incorporate elements of mentorship, trust, confidence and rapport. 
Reflecting back on my personal experience during my undergraduate career, I recall the history 
advisor that I was assigned as a first-year student. My memory of this is important because the 
experience significantly impacted my confidence in him, the program and, ultimately, the 
university. As a first-year faculty member, he should not have been assigned to advise any 
students, let alone first-year students as he was still navigating the waters of assimilating to the 
institution himself. However, unlike Dewey’s assertion that a mis-educative experience can 
impede growth, I connected with another professor in the department and had nothing less than 
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an astounding experience with her as my advisor moving forward. I agree with Dewey’s theory 
of experience that positive experiences lead to growth. However, I also believe that mis-
educative experiences can also produce the same outcome. An example of my belief about mis-
educative experiences is affirmed by Heather Thompson Day who said, “I had a student once 
who entered college with a 1.2 GPA. She finished with honors and a full ride scholarship…She 
was the same person she was in high school, the only difference was that in college, for the first 
time in her life, she had a bed” (2019, p. 1). This example demonstrates how a student overcame 
what Dewey would have qualified as a mis-educative experience and persevered to change the 
directionality of her own experience. I am not claiming this change in directionality is easily 
attainable, but I do believe that the right circumstances can present themselves and allow for a 
shift in growth and educational experience.  
Pedagogy of Paulo Freire 
Next, I will address the philosophy of Paulo Freire beginning with his Pedagogy of the 
Oppressed. Freire supports a couple important concepts of education that are applicable to higher 
education. One of these key ideas is that authentic liberation is more than the mere access to 
information. Rather, Freire asserts that, “Authentic liberation – the process of humanization – is 
not another deposit to be made in men….Liberating education consists of acts of cognition, not 
transferrals of information” (Freire, 1970, p. 79). There is a clear distinction between information 
and knowledge as shown by the banking model of education and problem-posing education. The 
banking model of education resists dialogue, inhibits creativity, and focuses on the depositing 
information whereas problem-posing education encourages dialogue and critical thinking while 
encouraging students and educators to become equal subjects of the educational process. The 
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conversational element of problem-posing education supports the acquisition of knowledge as a 
means of critical development as opposed to simply listening to information without engaging in 
a deeper level of thinking. Freire asserts that, “Banking education treats students as objects of 
assistance, problem-posing education makes them critical thinkers” (Freire, 1970, p. 83). An 
authoritarian approach to the student affairs field would mimic the banking model of education, 
suppress a critical action research lens and inhibit student’s growth and effectively their 
experience according to Dewey.  
Another concept that Freire emphasizes is ontological vocation. Ontological vocation is 
the idea that all humans have an innate desire to develop themselves and flourish. This concept 
essentially expounds on the idea of humanism which alludes to the fact that humans have a 
desire to live a fuller, more enriched life. Education should encourage this process and cultivate 
the experiences students need in order to thrive. One of the beautiful parts of life is finding your 
way and making choices that guide your journey. These choices are ultimately directed and 
supported from intrinsic and extrinsic motivations that impact student’s individual journeys. 
Educators in higher education should be equipped with the necessary tools to assist students as 
they navigate challenges they encounter, especially during the moments students feel like they 
might be at a dead end or a crossroad. This can be true of all students at any point in their 
collegiate career, but this feeling will undeniably impact students who become marginalized 
during a crisis event. An understanding, appreciation, and knowledge of the practice of 
ontological vocation is a necessary skill for student affairs practitioners as they develop and 
create programs and initiatives to better serve students. 
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The philosophical perspective that Freire offers is a liberating point of view about the 
practice of education. Intertwining his belief of ontological vocation with self-reflection is one of 
my personal pillars of philosophy. Having an innate desire to develop and flourish as Freire 
points out is the first step. To accompany this positionality, I believe there should be a second 
step added to this critical theory that includes an aspect of self-reflection about those desires and 
how they can be best achieved. This allows for another element of critical thinking and 
application. As Freire points out, “Authentic reflection considers neither abstract man nor the 
world without people, but people in their relations with the world” (Freire, 1970, p. 81). Self-
reflection and experience together promote growth. In order to enhance development, one must 
have the ability and willingness to self-reflect. Not all experiences will correlate to positive 
growth, but self-reflection and acknowledgment can lead to development. 
“Hook,” Line and Sinker 
The last philosopher whose ontological perspectives I will discuss is Gloria Jean 
Watkins, who I will refer to by her pen name, bell hooks. Her educational philosophies primarily 
focus on intersectionality, classism, and disrupting the norm in order to challenge oppressive 
forces within higher education. Intersectionality refers to the various facets that make up a 
person. These can include race, gender, sexuality, class, etc. Each of these components 
contribute to how oppression intersects and is particularly forceful against certain people. bell 
hooks (1994) has called to confront these oppressive methodologies by saying: 
The call for a recognition of cultural diversity, a rethinking of ways of knowing, a 
deconstruction of old epistemologies, and the concomitant demand that there be a 
transformation in our classrooms, in how we teach and what we teach, has been a 
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necessary revolution – one that seeks to restore life to a corrupt and dying academy. (p. 
29-30) 
In order to disrupt the norm that has been established by the dominant forces, bell hooks 
encourages a disruption to the status quo. This can only occur by acknowledging the oppression, 
continue on despite the conflict, and allow for periods of chaos and confusion. This reminds me 
of a snow globe in the sense that there is something seemingly beautiful at the center of the 
globe, but our initial reaction when we hold it in our hand is to shake it up, watching as the dust 
settles to see if anything changed and how that affects the overall appearance of the snow globe. 
There is a need to create chaos and confusion in order to disrupt the “norm”. Safe spaces do not 
perpetuate change or an expansion of knowledge. “In all cultural revolutions there are periods of 
chaos and confusion, times when grave mistakes are made. If we fear mistakes, doing things 
wrongly, constantly evaluating ourselves, we will never make the academy a culturally diverse 
place…” (hooks, 1994). There will be a moment in history where students will employ the 
“snow globe” effect and make demands from the institution as a means to obtain change. The 
recent COVID-19 crisis and Black Lives Matter movement concretely demonstrate the ongoing 
struggle for change amidst a world in turmoil, chaos, and confusion. 
Another perspective that hooks accentuates significantly impacts my personal educational 
philosophy. I believe that intersectionality and class are interwoven and favor the elite while 
exacerbating the oppressed. The system of education is designed to exclusively cater to the 
wealthy while giving the illusion that there is an equal access to education for all. Stratification 
reinforces oppression, especially for minorities. My approach to this would be to undermine the 
authority of “elite” schools by diminishing their value. The less exclusivity they have, the less 
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power and control they have. Power and privilege coincide with each other and where one is 
prevalent the other is usually nearby. I learned a hard lesson about power in the corporate setting 
through my previous employment working in an environment where executives were older, 
white men. Looking back on my experience, I realize that the power they gained can be 
attributed to the privilege that they were accustomed to. Oftentimes, this dynamic is not 
discussed and as students enter the workforce, it is a hard lesson they often figure out and 
navigate alone. The problematic part of this approach is acknowledging that institutions are 
places of power that are often connected to and rely on the corporate world. Recognizing and 
breaking that bond will be necessary in order to evoke a change in this powerful dynamic. 
Philosophy of Education Wrap Up 
I discussed three philosophers and their approach to education in this chapter by 
providing an analysis of their theories, practices and explained my personal education 
philosophy. The components outlined above are meant to serve as a starting point in the 
marathon of change that needs to occur in higher education. Thoroughly understanding the 
principles of Dewey, Freire, and hooks provide a framework that student affairs practitioners can 
utilize to better serve students and construct educational pedagogy that can enhance crisis 
management programming and initiatives. Using a philosophical lens to delve into the purpose 
and meaning of education allows me to critically analyze my personal pillars of philosophy and 
pedagogy as it relates to higher education and continue to develop them with the frameworks of 
educational philosophical theories in mind.  
 In the next section, I will explain Critical Action Research (CAR) and how it is an 
informed and democratic research process in addition to elaborating on the importance of CAR 
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to my thematic concern. The integration of a CAR lens demonstrates the need for a cyclical 
evaluation and implementation process. 
A Critical Action Research Lens  
 In this section I provide a concise overview of CAR as a cyclical process that illustrates 
how to collaboratively identify a problem and utilize the voices of participants to develop a 
solution. The fundamental process of CAR is pertinent to higher education because it 
demonstrates a commitment to democratic social transformation through social change. 
Allowing for the initiation of change and advancement, CAR is a cyclical model that recognizes 
a problem or dilemma and actively seeks to explore it as a continuous work in progress. 
Bryndon-Miller et. al. (2003) states, “Action research rejects the notion of an objective, value-
free approach to knowledge generation in favor of an explicitly political, socially engaged, and 
democratic practice” (p. 13). This framework seeks to actively integrate theory, practice and the 
community as a collaborative and cyclical process of identifying a problem and creating a 
solution. CAR is an integrative process as explained by Kemmis (2008) as, “...the perspectives of 
the range of people involved or affected, or preferably involve them collectively in the research 
process. Since its inception, action research has been understood as a process in which 
participants can be or become researchers” (p. 124).  
 Implementing the fundamental principles of CAR serves as a reminder that as generations 
of students evolve and change, so must the university. A stagnant institution will not thrive and 
fail to meet the needs of students. CAR is a framework that reminds me that a solution is always 
possible and demonstrates the parameters necessary to work through a dilemma. At the 
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institutional level this alludes to the importance of involving students with the CAR process. 
Bryndon-Miller et. al. (2003) explained: 
But action research is not merely about ‘doing good,’ it is also about doing things well. 
One of the tenets of action research is that research that is conducted without a 
collaborative relationship with the relevant stakeholders is likely to be incompetent. The 
respect action researchers have for the complexity of local situations and for the 
knowledge people gain in the processes of everyday life makes it impossible for us to 
ignore what the ‘people’ think and want. (p. 25) 
When key stakeholders have the ability to become involved in the very research that is being 
conducted, they are investing in not only themselves but the community around them. The 
assertion above made by Bryndon-Miller particularly resonates with me because there is a high 
standard in which the researcher must hold themself to in order to ensure the CAR process is 
formatted and implemented in a conducive manner.  
The Case for Critical Action Research in Higher Education  
 CAR is an imperative framework of higher education because it embodies a perseverance 
and commitment to change. Instilling this model of research at the institutional setting 
demonstrates a commitment to students, faculty, staff and the community at large who are 
largely the key stakeholders. The self-reflection element of CAR is instrumental to the integrity 
and success of this mode of research. It is a necessary feature that requires the participants and 
researcher to thoroughly understand and define their role in the research process. Not only is this 
a crucial aspect of the research process but all imperative for social change. Self-reflection must 
occur before engaging with research and being with a critical examination of ourselves.  
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As I began to construct the basic premise of my thesis last spring, the onset of the 
pandemic caused me to think about how I was affected and how others might have been 
impacted as well. Technology seemingly became the immediate short-term solution across all 
facets of life - academically, socially, fiscally, and emotionally. Now, a year later that 
dependence on technology has continued to grow. While I have access to sufficient technology, 
usually cooperative Wi-Fi, and a smartphone and headphones, these luxuries are not readily 
available for everyone. As students were sent home in March 2020 due to the growing concerns 
and increasing number of COVID-19 cases, the safety of their college community was stripped 
from them overnight. Students returned home and were thrust into unexpected situations 
requiring them to help care for loved ones, teach younger siblings, work at the family business, 
take meetings in their cars during lunch breaks, etc. Moreover, the pandemic only exacerbated 
the existing problem of technology disparities and brought it to the forefront. Access to high 
speed, reliable internet is not a guarantee and students who relied on campus computers, printers, 
internet or other varying degrees of technology were suddenly in the dark.  
A CAR lens is needed to assess issues pertaining to technology accessibility in 
correlation with student success and can offer significant insights about how to more effectively 
ensure students are equipped to be successful regardless of the circumstances. As Kemmis 
(2008) asserted: 
The notion of ‘critique’ in critical theory means exploring ‘existing conditions’ (Marx, 
1967) to find how particular perspectives, social structures or practices are interlinked in 
ways that cause them to produce such consequences. The classical case was Marx’s 
(1867/1887) analysis of class relationships under capitalism. (p. 125) 
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It is integral that there is a mindful balance between the individual and collective action with 
regard to the relationship of power and privilege. Authentic CAR processes have an innate belief 
in the capacity of individuals and the community based upon a respect for people and the 
knowledge and experience they bring to the process. This is applicable to college campuses as 
they are continually evolving, growing and adapting to the changing needs of students and 
society. Embodying a progressive, CAR lens can actively explore how to prevent marginalized 
disparities in regard to technology accessibility in the future. In midst of the COVID-19 
pandemic, this is an especially timely dilemma that can remain on the forefront by dedicating 
resources, time and key stakeholders to begin the CAR process at the institutional level.  
Critical Action Research and Crisis Preparedness 
 Crisis management preparedness techniques and applications can utilize the foundational 
premise of CAR to better understand, identify and evaluate how institutions can better serve 
students technologically. Stringer (2007) constructed an Action Research Interacting Spiral, 
which correlates directly with crisis management frameworks that highlight how to prepare for a 
potential crisis related event, respond to a crisis and evaluate and analyze the effects post-crisis. 
This spiral has three key components: look, think, act. A visualization of this model is presented 
in Figure 1.  
Figure 1 




  “Look” refers to gathering or acquiring information, “Think” involves analyzing that 
information, and “Act” uses outcomes of reflection and analysis to plan and implement change. 
This cyclical model acknowledges the continual need to examine, self-reflect, and evolve by 
analyzing the core root of a problem or challenge. Stringer (2007) explained, “As participants 
work through each of the major stages, they will explore the details of their activities through a 
constant process of observation, reflection, and action” (p. 9). This continual process allows for 
deep thinking and reflection, which can be a complex aspect of this cycle. The approach of using 
community as the participant is unique in that results are not predicted. As each participant has 
their own thoughts and experiences, it contributes to the overall purpose of the need to 
continually apply the look, think, act modality.  
 The CAR framework specifically relates to crisis management preparedness because it 
can help identify students who have the potential to become marginalized during a crisis prior to 
the occurrence of an unexpected event. A better understanding of who might be impacted and 
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how can help universities prepare and adapt more efficiently. Institutions are usually behind the 
eight ball when it comes to making changes, but crisis preparedness puts them in the position of 
being more inclusive and proactive as opposed to sequestered and reactive. The short-term fix is 
usually given preference over the long-term solution. In this case, as I will outline in Chapter 4, 
technology has become an educational necessity and as such should be readily given to students 
that require it, not simply loaned to them for a brief period of time. If institutions can give 
students the necessary technological resources, such as laptops, then the need to ensure that all 
students are equipped with access to technology no longer becomes a relevant dilemma in a 
crisis related event. This also demonstrates a more equitable approach that establishes students 
within the university setting are guaranteed to have their technological needs met. Equality is not 
the same as equity and one path to obtaining technological equity starts with a program that 
assures students have the technology they need at no cost.  
Conclusion 
In this chapter, I examined the frameworks of three educational philosophers: John 
Dewey, Paulo Freire, and Gloria Jean Watkins (bell hooks). Informed by their theoretical 
assertions, I also described my personal philosophy of education and how it guides my student 
affairs practice. Furthermore, I provided a synopsis of Critical Action Research as a democratic, 
participatory research process that has informed the basis of my thematic concern. I also 
explained how the Action Research Interacting Spiral is a significant cyclical process that is 
integral to the CAR process. In Chapter 3, I will thoroughly analyze the history of crisis 
management within higher education and demonstrate how technology has played a significant 
role in past crisis events and the institutional response.   
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Chapter Three: Literature Review 
 This chapter will describe the historical context of higher education as well as an 
overview of the current state of crisis management as it pertains to three relevant crisis events 
within the past two decades. In addition, I will analyze the ramifications of those disasters as it 
pertains to the institution, students, and key stakeholders, specifically examining how technology 
has been at the forefront of institution-related response measures to emergency events. 
Furthermore, this chapter will also provide context for the correlation between crisis 
management, student identity and development theories, and technology. These concepts all play 
a role in how student affairs practitioners can provide assistance to crisis management response 
measures and procedures, as they embody a more student-focused lens. I will also argue that 
institutions should invest more strategically in technology for students and how it can be used as 
a tool during an emergency. 
Historical Context of Higher Education 
Higher education in the United States has been continuously changing and evolving over 
time. History demonstrates that institutions of higher education only respond or implement 
changes when there is a demand to do so. By evaluating the university through a historical lens, 
it is evident there is a direct correlation between the history of higher education and significant 
events in United States history.  
The development of higher education institutions in the United States began in the 1600s. 
Early colleges such as Harvard and Yale were initially established for the purpose of educating 
and training young, affluent, white men to become clergy. The premise of these initial 
institutions was to provide a direct response to the needs of the church (Rentz, 2004). In 
accordance with the mission to train clerical prospects, the faculty at these institutions were 
 24 
charged with the responsibility of educating young men intellectually, spiritually, and 
emotionally. Later, the federal government provided direct subsidies for higher education 
through the passage of the Morrill Acts of 1862 and 1890 in hopes of healing a divided nation in 
the aftermath of the Civil War (Stevens, 2018, p. 14). While higher education remained largely 
attainable only for the wealthy, the approach to educating these young, white men continued to 
follow the same premise that was instilled prior to the Civil War. The term in loco parentis is 
often attributed with these early English-modeled institutions, meaning “in place of the parent.” 
Rentz (2004) describes this phenomenon as follows: “…educators controlled living and eating 
arrangements, and arranged curricula in such a way as to leave little free time and less 
discretionary behavior…colleges took on a parental role” (p. 16). The notion of institutions 
acting in place of the parent would dominate institutions for the next several hundred years until 
a new societal demand would result in universities adjusting their parental approach to student 
life. 
In the beginning of the twentieth century as shifts to enrollment changed and women also 
began to attend college, early student affairs practitioners took on the parental role instead of 
faculty. The need to address the purpose of student personnel work resulted in the creation of the 
first Student Personnel Point of View in 1937, which attempted to outline the goals of the student 
affairs field and examined the importance of educating the “whole student.” This document also 
maintained that it was the obligation of the college to help students realize their full potentiality 
(Schetlin, 1969). In 1949, the Student Personnel Point of View was revised with a more 
philosophical approach to the student affairs field. The revision of this document was made post 
World War II as a result of the passage of the Servicemen’s Readjustment Act of 1944, also 
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referred to as the GI Bill. As returning veterans flocked to college, the federal government 
became deeply entrenched in a relationship with universities providing for funding and a 
mutually beneficial partnership (Stevens, 2018, p. 14). The revamped version of the Student 
Personnel Point of View tried to provide a clearer objective and rationale for the evolving student 
affairs functionality. However, it is evident the parameters and guidelines established throughout 
this document prove the true intrusive and invasive nature of the document under the guise of 
enhancing student growth.  
For instance, the second section entitled “Student Needs and Personnel Services” outlines 
fifteen specific conditions of student growth. One of these conditions refers to the student 
discovering ethical and spiritual meaning in life claiming, “The religious counselor and the 
religious-activities program with a broad social reference may assist the student in developing an 
understanding of proper concepts of behavior, ethical standards, and spiritual values…” 
(Blaesser et al., 1949, p. 26). First, it is important to consider what constitutes proper behavior 
and ethical standards. The reference to Christianity is abundantly clear as the assertion that to be 
a Christian is the only way a student can develop an ethical or spiritual meaning in life. The 
document in itself is speaking to white, upper/middle class, heterosexual males. While the 
student affairs field desperately needed guidance about how to ensure students growth, the 
Student Personnel Point of View established a “norm” of how the field should operate in order to 
shape students. A critical analysis of this document brings to light a perspective of this initial 
document that clearly shows a bias against women, people of color, homosexuals, among others. 
As a founding document of the student affairs field, it demonstrates the struggle marginalized 
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groups faced to be recognized in higher education by primarily recognizing the needs of those 
who are religious, white, and male.  
A Shift from In Loco Parentis 
The radical period of the 1960s brought a shift to the concept of in loco parentis that 
higher education institutions had previously followed for centuries. Students began advocating 
for social justice and protests ensued as a way of demanding change. Higher education 
institutions began expelling students for their participation in civic activism, causing students to 
demand equitable constitutional rights. Dixon v. Alabama State Board of Education (1961) 
spurred the turning point for higher education institution’s reliance on in loco parentis when the 
courts ruled that public institutions must uphold the Fourteenth Amendment right to due process 
(Bowden, 2007). As Rentz (2004) argues, “The university was to be construed as a place where 
learning was facilitated, where the student learned to make choices and understand that every 
choice has consequences that must be considered and accepted” (p. 18). This reveals that 
institutions would not have adapted their standpoint on in loco parentis if students had not 
demanded and advocated for a change to this obsolete practice. As a result of the court’s finding, 
universities were forced to re-examine the dynamic of their relationship with students. Up until 
this point, faculty were still largely responsible for providing the role as educator, parent, and 
student affairs practitioner to students. 
Reagan’s Assault on Higher Education 
 A pivotal transformation in the approach to higher education occurred when Ronald 
Reagan took office in 1981. His policies dismantled federal spending for higher education, 
shifting the burden of the cost of attending college upon unsuspecting students and their families. 
According to Clabaugh (2004), “When he was elected the federal share of total education 
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spending was 12 percent. When he left it stood at just 6 percent” (p. 257). This rhetoric set into 
motion the precedent that has resulted in students borrowing large amounts of money and 
accruing an overwhelming amount of debt. In addition, the Reagan administration embarked on a 
series of policy changes that defunded federal financial assistance programs which in turn 
adversely impacted students of color. Harvey (1987) explained: 
With the rising costs of tuition and related expenses at colleges and universities rising 
faster rising faster than the cost of living generally, and with the level of financial 
assistance falling behind the increased expenses Frances (1986, p. 5) calculated that 
students will have a harder and harder time earning enough added income to pay for their 
added costs. (p. 37) 
Ramifications of Reagan’s assault on higher education are evident with the growing student debt 
crisis today. As Harvey (1987) further implied, debt burdens students to the point of preventing 
access to higher education with the “let-the-user-pay philosophy” that particularly impedes 
students of color from attending college (p. 39). Reagan’s elimination of federal student aid and 
grant programs represented a shift in the government’s priorities. The historical relevance of the 
impact of the policies enacted during the 1980s is a significant event in the overall context of 
higher education. For instance, as Hess (2020) reported: 
The College Board estimates that during the 1980-1981 school year, on average, it cost 
students the modern equivalent of $17,410 to attend a private college and $7,900 to 
attend a public college – including tuition, fees, room and board. By 1990, those costs 
increased to $26,050 and $9,800, respectively. (p. 1) 
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Those figures show a steady, continuous increase in the cost to attend college since the 
withdrawal of federal support for higher education initiated by the Reagan administration. In 
2020, “The College Board estimates that today, college graduates with student loans leave with 
$29,000 in debt, on average” (Hess, 2020, p. 1). This figures also vary depending on race as well 
with Black borrowers owing closer to $34,000.  
 The implications of Reagan era policies continue to impact access to higher education. 
Even more so, the cost of attending college grows increasingly more expensive for students. 
Institutions and student affairs practitioners must navigate rising costs while remaining 
committed to student achievement. Other factors beyond cost can influence retention, attrition 
and graduation rates, making the financial barrier more challenging to overcome. Student affairs 
professionals are the voice for students and advocacy for better services and support systems are 
imperative, especially in times of crisis.  
Relationship to Student Affairs 
The evolution of higher education over time has brought about new and more complex 
challenges for institutions. The endless possibility of potential crisis, conflict or disaster events 
that could disrupt traditional campus operations requires student affairs practitioners to play a 
unique role in crisis management and preparedness. Higher education professionals are often 
able to view decisions with a more student-centered focus making it imperative that they are 
involved with and a part of discussions that embody how universities plan to respond to potential 
crisis events. Disruptions to a typical college semester can result in a greater need to keep 
students connected and engaged with the university. Academic continuity is a crucial element of 
that planning and should be a prerogative that institutions are committed to.  
 29 
Frederick Douglas’ wise adage “Power concedes nothing without a demand” correlates to 
the stance that institutions have historically taken to their role in student development. Higher 
education has proven throughout its tumultuous history that change will only occur if students 
demand it. Through the advocacy of better crisis management preparedness, universities have the 
opportunity to truly create a proactive change for the benefit of their students. This would allow 
institutions to alter the course of history that has previously shown a lack of initiative by creating 
a turning point on their own volition and using the tools and resources available to them and put 
the needs of students first. History reveals the path that the institutions have taken thus-far, 
however, the necessity to thrive can ultimately alter that course for the benefit of future students.  
As will be explored in a later section in this chapter, crisis events surrounding 
institutional responses to Hurricane Katrina, the H1N1 pandemic, and the Syrian Civil War have 
forced universities to develop creative solutions in the face of unpredictable crisis events. The 
role of technology in a well-developed response to such situations allows institutions to be better 
prepared and able to make student-centered decisions that allow for resiliency and academic 
continuity. Therefore, technology should be more heavily integrated into institutional response 
measures and should be accounted for as a means of resilience, continuity, and agility at the 
higher education level.  
 Holzweiss & Walker (2018) reviewed perspectives of higher education practitioners to 
gain invaluable insights about crisis events they have encountered and what new professionals in 
the field need to know if they encounter a crisis event. Holzweiss & Walker (2018) justify the 
purpose of the study explaining:  
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Despite the increase in crisis situations on college campuses and the increased focus on 
crisis management as a required competency for administrative leaders, higher education 
professionals often lack proper preparation, training, and resources to effectively address 
the situations they may encounter (p. 125). 
This lack of preparation and guidance can leave professionals floundering to create policies and 
practices that best serve the interests of students. Based on their results, there is evidence to 
support how to move forward preparing new professionals with varying crisis and conflict events 
they could potentially face. Holzweiss & Walker (2018) conclude: 
Five basic themes emerged from participants’ descriptions of what new professionals 
should know or be able to do when confronted with crisis situations: (1) managing the 
logistics of a crisis, (2) mental and physical health of students, (3) criminal and violent 
behavior on campus, (4) procedures, processes, and resources, and (5) incidents involving 
the work environment. (p. 129) 
The parameters of this study detail narratives of how higher education professionals need more 
support, guidance, and training about how to best respond to crisis and conflict events across the 
spectrum of possible tragedies that can potentially occur. Participants who responded to 
Holzweiss & Walker (2018) survey request identified over 38 potential crisis themes that 
practitioners could encounter. Student affairs professionals are in a unique position to advocate 
for students across various spectrums including socially, emotionally, financially and 
academically. This position is one of power and privilege that often dictates how programs are 
funded, supported and maintained. The purpose of higher education no longer has a singular 
academic focus. Colleges are now expected and should create an experience for students that 
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becomes educative across multiple facets. My personal perspective affirm that the purpose of 
higher education and holistic student experience is imperative for learning and development (see 
Chapter 2).  
 Advocating for students is the responsibility of student affairs professionals who are in 
positions that have a seat at the decision-making table. The decisions that lie in the hands of 
practitioners should be informed by theory, philosophy, institutional goals and values, and the 
desires of the students they represent. Utilizing CAR within the higher education realm can 
provide crucial insights about the needs of students who are the most invaluable stakeholders at 
the university. Student-led initiatives directly represent the needs and desires of students and 
those working with them should recognize the importance of incorporating student voices in 
decisions that are often made without the knowledge or understanding of the impacts those 
decisions will inflict. Below I will explore how technology and identity development 
frameworks are interwoven into the student experience and are necessary for student affairs 
practitioners to understand and support.  
Role of Technology 
Technology has played a significant role in crisis management techniques in the last 
decade (Ekmekci & Berstrand, 2010; Meyer & Wilson, 2011; Ramadan, 2017). Advancements in 
technological resources have allowed institutions to transition from traditional teaching formats 
to hybrid or distance learning structures. Online courses are just one element of academic 
continuity planning. Long-term academic continuity is a commitment by the institution to ensure 
that policies, procedures, and resources are in order in the event that a disruption to learning 
occurs. IT infrastructure has played a significant role in academic continuity planning offering 
institutions an alternative method of teaching that does not rely solely on in-person instruction. 
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Next, I will analyze a study regarding online learning in the emergency plans of flagship 
institutions that sheds some light about the transparent preparedness measures, or lack thereof, 
that exist at institutions across the United States.  
Online Learning in Emergency Plans 
An analysis of how and if institutions include online learning in their emergency plans 
provides vital insights about preparedness measures a university has considered. Meyer & 
Wilson (2011) analyzed the websites of 50 flagship institutions to investigate if online or 
distance learning methods were mentioned. For the purpose of this study, flagship institutions 
were defined by, “...the first or largest of the public institutions in a state, and most often contain 
the state in its name, as in “The University of [State]” or “[State] State University” (2011, p. 2). 
Where states might conceivably have two flagships, the one with the largest student enrollment 
was chosen, based on the most current enrollment figures located on a state or system website. 
The sample of this study was collected during the Fall 2009 and was done so strategically as the 
H1N1 virus was deemed a pandemic earlier in that year. It was important to review emergency 
preparedness measures at this time not only due to the ongoing pandemic, but to also understand 
if institutions learned their lesson about implementing crisis preparedness measures in the 
aftermath of Hurricane Katrina.  
The results of the study concluded that 34 institutions did not address disaster or 
emergency preparedness plans as it relates to academic continuity on their website. The lack of 
transparency indicates that there was no outright mention about how the institution would ensure 
a seamless commitment to academics by providing online learning. Of the 16 institutions that did 
mention academic continuity or verbiage regarding online learning, the detail of the preparedness 
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planning was varied. Some institutions simply stated that “alternative ways” of instruction would 
be utilized but failed to mention or elaborate what that would specifically entail. Furthermore, 
Meyer & Wilson (2011) revealed, “Three institutions went well beyond the suggestion to ‘use 
email’ or ‘post assignments to the course management system’ and provided extensive guidance 
on what and how to make courses available in times of an emergency or other reason” (p. 4). 
Technology has rapidly advanced since this study was conducted, but it was evident that during 
this time that institutions had largely failed to learn their lesson from previous crisis events. Once 
the COVID-19 pandemic enters the post-crisis phase, it will be revealing to reassess the data 
from 10 years ago and implement a new study to gain more clarity about the institutional 
commitment to academic continuity as it relates to online learning in emergency plans.  
In the next section, I will review student identity development by analyzing several key 
frameworks. These theories provide a guide for how to best serve marginalized students and are 
particularly crucial throughout the Crisis Life Cycle Model as institutions develop emergency 
and crisis management plans.  
Theoretical Frameworks 
 Student development theories provide a framework that guides higher education and 
student affairs practice. Two identity theories will be discussed below, including Nancy 
Schlossberg’s Theory of Mattering and Marginality (1989) and evaluating social class identities 
as it relates to first-generation and low-income students. Synthesizing these frameworks is 
critical as they directly correlate with understanding how marginalized students are adversely 
affected by crisis events. Furthermore, these constructs play a distinct role in the importance of 
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integrating technology initiatives that address the financial barriers that prevent access for 
students, especially those from a lower socioeconomic status.  
Mattering and Marginality 
 Schlossberg’s Theory of Mattering and Marginality (1989) is the first framework 
unpacked related to the development of students and crisis events. In order to thoroughly 
understand this theory, “mattering” must be defined. Mattering is the basic tenant of feeling or 
believing that someone cares about you. There are four specific aspects of mattering that Patton 
et. al (2016) has identified as: 
...attention, the feeling an individual is noticed; importance, a belief that the individual is 
cared about; ego-extension, the feeling that someone else will be proud of what an 
individual does or will sympathize with their failures; and dependence, a feeling of being 
needed. (p. 37) 
These key components provide a basis for how students feel when they assimilate to an 
institution and in turn how crucial it is that these affirmations are met. Utilized in conjunction 
with this concept is marginality. Schlossberg (1989) describes marginality as:  
Every time an individual changes roles or experiences a transition, the potential for 
feeling marginal arises. The larger the difference between the former role and the new 
role the more marginal the person may feel, especially if there are no norms in place for 
the new role. (p. 7)  
As students, regardless of age, matriculate to college, the experience of transitioning to a 
formative educational process often leads to feelings of marginality. This occurs for students 
who are entering college as young adults, transferring institutions or re-entering college as a non-
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traditional student. There are a plethora of instances that can result in students feeling 
marginalized. Patton et. al. (2016) also reiterates that the feeling of marginality is a common one 
for minoritized groups.  
Feelings of mattering and marginality can become exacerbated during a crisis and impact 
students for various reasons. The unexpected shift in the dynamic of the student’s life can result 
in feelings of marginalization. As she developed this theory Schlossberg reflected, “My work on 
transitions - events or nonevents that alter our lives - convinced me that people in transition often 
feel marginal and that they do not matter” (1989, p. 6). This directly correlates to how 
institutions and student affairs practitioners need to respond to student needs in an emergency 
event. Another relevant factor related to Mattering and Marginality is social class identities. In 
the next section of this chapter, I will examine two social identity constructs: first-generation and 
low-income.  
Online Learning: Does Ethnicity Matter? 
The shift to online modes of teaching can be a difficult transition, especially for students 
who have never opted to take a designated online class. Ke & Kwak (2013) examined how age 
and ethnicity are two concerning factors as they relate to a students’ ability to effectively learn 
through an online environment. They specifically investigated how virtual learning environments 
can aggravate existing inequities due to dominant cultural values embedded within teaching 
materials and methods and the enhanced possibility of miscommunication due to cultural 
differences through virtual teaching modes of instruction. The question proposed in this study 
looked to evaluate how an online learners’ age and ethnicity could predict their interaction with 
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remote teaching methods in addition to examining the students’ participation, perception and 
overall learning satisfaction.  
The results indicated an array of positive and negative outcomes for online learning. Ke 
& Kwak (2013) report that, “Online learner’s minority status held significant positive effect on 
their perceptions of instructor support but a negative effect on their satisfaction of web-based 
distance education” (p. 48). While minority status itself is not an indicator of student 
performance in an online class, the study by Ke & Kwak (2013) did find that “…it does predict 
students’ satisfaction with web-based distance education in general, with minority students being 
less confident and comfortable taking courses online” (p. 50). Analyzing the qualitative data 
from minority students in the study revealed that a physical, social presence created an 
irreplaceable bond between the student and instructor that simply could not be replaced in an 
online setting. Furthermore, there is an intensified risk for miscommunication to occur online 
due to cultural differences that becomes amplified due to the physical distance of the online 
learners. Social cues are not as easily picked up on, fear of asking questions in front of the class, 
and amplified cultural differences contribute to the array of reasons that minority students are not 
as comfortable or confident learning online. Conversely, ethnic students responded positively 
about the satisfaction with faculty support through remote learning environments, also known as 
learner-to-instructor interaction.  
In the context of understanding student populations that become marginalized during a 
crisis, the study by Ke & Kwak (2013) provides key information about how ethnic and cultural 
differences have the potential to put minority students at a disadvantage. While this study did not 
specifically address a crisis or pandemic as the cause for shifting to remote education teaching 
methods, it does provide insight about how ethnic differences are significant factors that 
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contribute to web-based learning instruction. With the current transition to remote learning or 
hybrid teaching methods, faculty, administrators and institutions as a whole have to take into 
consideration a variety of factors that can alter a students’ ability to be successful. Equipping 
faculty with the necessary tools and resources to restructure classes to an online format that takes 
into account cultural barriers and equitable access to learning is one way to help curtail negative 
effects of remote learning satisfaction. Recognition of diverse learning needs based on cultural 
differences and how to effectively adapt curriculum and course materials to appropriately 
account for ethnic students’ online learning hesitations, could ultimately allow for a more 
inclusive, virtual learning environment.  
Social Class Identities - First-Generation and Low-Income 
 Students can identify with varying social class identities. For the purpose of this thesis, 
the systemic impact that first-generation and low-income identities experience as they transition 
to college is considered. It is difficult to provide a concise definition of first-generation and low-
income students due to the complex nature and intersectional identities that these students often 
have. A sample definition of a first-generation student is one whose parents did not obtain a 
college degree (Patton et. al., 2016). First-generation students often have to overcome hurdles 
their peers do not have to consider. For instance, while their parents may encourage them to 
attend college, the limited personal experience of their families creates more difficulties 
navigating the complex college application, acceptance and financial processes (Auerbach, 
2004). This stark contrast impacts students as they matriculate to college and begin to navigate 
new experiences.  
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 My personal experience as a first-generation student has given me insights about the 
multitude of feelings from carrying a burden to make my family proud to being excited for a new 
journey away from home. As I reflect on my background, I wrestle with how to identify myself 
as a first-generation college student and if I qualify based on the formal definition of the term. 
My mom has attained her bachelor’s degree, while my dad did not attend college. While my 
mom has a college degree, she did not have the traditional experience. She was not only a 
transfer student, but also a commuter student. As I was researching institutions to apply to during 
my junior year of high school, my mom was persistent that I have an authentic college 
experience, which included living in a residence hall, joining clubs and organizations and 
gaining invaluable insights that staying on campus entails. I resonate with the feelings many 
first-generation college students experience where they feel lost navigating tumultuous waters. 
My parents did not have much direct experience to relay to me and that made it more challenging 
to understand the financial assistance options, resources available on campus and how to 
prioritize classes, social events, and mental health. Coinciding with the first-generation student 
identity is low-income, which I will elaborate on next. 
 Low-income and first-generation students have similarities. Borrego (2003) claimed that 
the common characteristics of those with a working-class or low-income background include 
“lack of power, limited cultural capital, economic vulnerability, and a low level of education” (p. 
3). This can lead to feelings of alienation as students wrestle with feelings of imposter syndrome. 
Students are then in a position of attempting to navigate two different aspects of their life: the 
one in which they were raised and the one they find themselves in once going to college. The 
academic, social, and economic differences between them, their peers and even faculty and staff 
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create feelings of marginality (Patton et. al., 2016). Feelings of marginality directly correspond 
with retention, attrition, and graduation rates (Patton et. al., 2016). Furthermore, Patton et. al. 
(2016) reiterates this: “When students ineffectively negotiate between these competing worlds, 
they may have an adverse reaction that could prohibit their college retention” (p. 248). The 
personification of social class identities emulates how students identify which correlates directly 
to their feelings of mattering, marginality and their overall college experience.  
Race and Privilege in Higher Education 
 The development of higher education was tailored to religious, white men as noted earlier 
in this chapter. There is an inherent privilege associated with being white in educational, 
economic, political, and social systems. Race, power, and privilege are intertwined so deeply that 
the only way to create a more equitable system is to tear the current one down. The development 
of Critical Race Theory (CRT) was derived from the necessity to give a voice to those who were 
marginalized. As Hiraldo (2019) points out, “The purpose of CRT is to examine the role of race, 
racism, and privilege in upholding the dominant narrative of exclusion in the U.S.” (p. 142). This 
narrative is given to those who hold power over those who are not in the same positions. The 
relationship between CRT and intersectionality is addressed in the last tenet of CRT, which 
expounds on how social identities are woven together to create a particular social experience 
(Hiraldo, 2019). This tenet coincides with both the theory of Mattering and Marginality (1989) 
and social identity constructs relating to low-income and first-generation students. These student 
populations are most vulnerable to become disadvantaged by the system and are often left to 
navigate both. It is important to recognize the privileges that exist for those who are White and 
also understand how that privilege has advantageously served the whites over those of color. 
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These uncomfortable conversations are instrumental in order to recognize how the system has 
been built to adhere to one race of people and necessitates the need to completely overhaul how 
law, policies, education, and politics are constructed.  
Crisis has a lasting impact on students and marginalized students are particularly 
affected. In the next section, the current state of crisis management in the higher education 
setting and how technology has impacted academic continuity during crisis events is addressed. 
Specifically, the crisis life-cycle model is examined, focusing on crisis preparedness in addition 
to analyzing three historically relevant events and how the implementation of unique technology 
advances and strategies provided for alternative modes of teaching.  
Current State of Crisis in Higher Education 
Institutions of higher education have always been forced to adapt to changes that arise, 
especially those that are unpredicted or initiated by crisis. Generally, these unexpected events 
result in the implementation of creative solutions to unanticipated problems (Ekmekci & 
Berstrand, 2010; Meyer & Wilson, 2011; Ramadan, 2017).  Analyzing historical events 
significant to how universities respond to various crisis events provides insight for how better 
preparedness planning can allow institutions to be more prepared when such an event occurs. 
The primary events that I will analyze are the devastating impact of Hurricane Katrina on New 
Orleans in 2005, the H1N1 pandemic in 2009, and the Syrian Civil War.  Reviewing these events 
provides key historical context that directly correlates to the university response specifically as it 
relates to the use of technology. Student affairs practitioners can utilize this information in order 
to evaluate how to best communicate, accommodate and actively reach students despite 
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unpredictable circumstances. This data provides crucial information about the needs of students 
and how student affairs professionals can adapt to ensure they are met.  
 As the ongoing COVID-19 pandemic continues to alter life, there are instances prior to 
the 2020 upheaval that demonstrate resilience and continuity in the face of crisis events 
impacting institutional operations. I utilize the definition of crisis by Harper, Paterson and 
Zdziarski (2006), “A campus crisis is an event, often sudden or unexpected, that disrupts the 
normal operations of the institution or its educational mission and threatens the well-being of 
personnel, property, financial resources and/or the reputation of the institution” (p. 5). This 
indicates that a crisis can embody a variety of instances ranging from natural disasters, violence, 
economic ramifications, pandemics, global catastrophes, and others. In the following 
subsections, I discuss three specific and recent events that altered institutional approaches to 
academics, drawing on examples that rely particularly on technology as an alternative solution. 
First, I will explain the Crisis-Life Cycle Model and its relevance to understanding the 
importance of crisis management preparedness measures on college campuses before considering 
recent crisis events.  
Crisis Life-Cycle Model 
Jacques (2007) outlines the four phases in the typical crisis life-cycle. These include 
crisis preparedness, crisis prevention, crisis incident management, and post-crisis management. 
This thesis focuses primarily on crisis preparedness and its relationship to technology and the 
impact on marginalized students. Crisis preparedness is how an entity or institution effectively 
plans and prepares for a potential event by developing clear and concise policies and procedures 
that include effective communication strategies that the institution should deploy in the event of 
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a crisis. Catullo, Walker and Floyd (2009) describe the concept of crisis preparedness as “...how 
to measure an institution’s status in order to determine if it is prepared properly to prevent or 
address potential crises” (p. 302). This is a crucial aspect of the crisis life-cycle model because it 
allows the university to anticipate and plan for a potential disruption. While crisis events are 
often challenging to prepare for, establishing a well-developed plan signifies a commitment to 
academic continuity and student learning.  
The second phase is crisis prevention which incorporates detecting early warning signs, 
conducting risk management assessments, and creating an emergency response plan. The third 
phase is crisis incident management, which according to Barker & Yoder (2012), 
“…encompasses early recognition of an emerging crisis, systems activation and response, and 
crisis management. When a crisis is caused by an unexpected and sudden event, communications 
are left with post crisis management as their only option” (p. 84). Finally, the last aspect of crisis 
management planning stresses the crucial, and often overlooked, aspect of post-crisis planning 
that requires the institution to re-evaluate the existing plan and identify areas of weakness. These 
strategies should be incorporated into a well-developed strategic crisis management plan as they 
were identified as vital missteps in previous crisis events. As higher education institutions are 
forced to adapt to numerous potential crisis events, implementing crisis preparedness responses 
measures is vital for academic continuity. Oftentimes, crisis events have adverse reactions on 
campus stakeholders, especially marginalized student populations who become most at risk. By 
addressing possible emergencies (natural, financial, technological, man-made), the institution 
can be more equipped to respond and have measures in place to protect underserved student 
populations. 
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Examining the relevant historical examples of Hurricane Katrina, the H1N1 pandemic, 
and the Syrian Civil War are helpful to understanding and implementing new ideas and 
frameworks that will contribute to more effective resiliency and continuity. A historical lens of 
crisis response in higher education allows further examination of how institutions have 
previously adapted to a crisis event and the ramifications that occurred as a result. These vital 
insights into the past are invaluable learning lessons for the future of crisis preparedness planning 
and the impacts on marginalized students. The adaptations institutions have made during 
Hurricane Katrina and H1N1 pandemic signify both a commitment to continuity and the success 
of students despite unexpected circumstances that disrupted student learning. 
Hurricane Katrina 
Adverse conditions or crisis events force an institution to adapt to an emergency 
situation. Through times of war or natural disasters, universities have been obligated to pivot 
from traditional educational teaching modes in these situations. In 2005, Hurricane Katrina’s 
catastrophic destruction of New Orleans, Louisiana required institutions to take a resilient 
approach to academic continuity and adapt to, problem solve, and create solutions to an 
unexpected situation. In the aftermath of Hurricane Katrina, colleges turned to the Internet as a 
means of dispensing information to students as attending classes in-person was not feasible due 
to the damage that had been inflicted. SchWeber (2008) attributes several characteristics that 
resilient institutions adhere to which include: ability to adapt to, problem solve and create 
solutions to unexpected situations (referred to terminology called bricolage); expand and/or 
enhance existing resources, like online learning mediums; make decisions efficiently and 
quickly; manage situations of uncertainty with efficacy.  
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As a result of Hurricane Katrina, institutions developed a unique model known as the 
Sloan Semester. The Sloan Semester model was established based on a donation from the Alfred 
P. Sloan Foundation that arranged for displaced students to continue taking their classes online 
through host institutions around the nation that volunteered to enroll displaced students 
throughout the New Orleans region while their home institutions focused on recovery and 
rebuilding (Meyer & Wilson, 2011). This online educational model allowed displaced students 
from universities in New Orleans to take courses through host institutions across the United 
States. According to Meyer & Wilson (2011)  
A total of 153 institutions volunteered to offer 1,345 fully online classes. Of these, 800 
courses offered by 135 institutions from 36 states enrolled Sloan Semester students. A 
total of 1,736 students applied to the Sloan Semester and 1,587 were admitted requiring 
the processing of more than 9,000 enrollments. (p. 1) 
The sheer volume of assistance provided across the United States in a collaborative effort to 
provide an education for displaced students demonstrates the very definition of academic 
continuity. The commitment of the institution to ensure that despite a disruption to learning, 
academic learning remains a priority. In reference to the Sloan Semester, SchWeber (2008) 
emphasized: 
It requires an existing collaborative network of educational institutions, creative 
technology expert(s) who consider new possibilities and opportunities and can be detailed 
to this project for several weeks, the ability to move quickly for funding and operational 
processes once the decision to go ahead has been made, and skills to quickly negotiate 
agreements with educational institutions. (p. 42) 
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The solid foundation and quick actions in the creation of the Sloan Semester demonstrate that it 
is not only possible for institutions to successfully adapt to a disaster, but also recover from and 
utilize the lessons learned to ensure students continue to thrive despite the circumstances.  
 The implementation of the Sloan Semester demonstrates how crucial crisis management 
preparedness planning is within the higher education context. As a result of the destruction of 
New Orleans, universities in the city scrambled to maintain academic continuity and relied on 
the donation from the Alfred P. Sloan Foundation to create a program that would ensure 
displaced students could continue their coursework. The collaborative nature of the online 
program was innovative for its time and shows how technology plays a key role in crisis 
response, especially in relation to academics. This example is important because it demonstrates 
an integral takeaway that clearly shows an example of a crisis, how technology aided with that 
crisis and impacted displaced students. 
H1N1 Pandemic 
 In spring 2009, the World Health Organization issued a pandemic alert for the H1N1 
virus that was spreading across the globe. As a result, crisis and emergency planning became 
more prevalent at institutions that had previously focused these measures on preventing threats 
or acts of violence. Regeher, Nelson, and Hildyard (2017) provide a basis for crisis planning: 
Within a post-secondary institution, crisis planning should include three components: (1) 
procedures for addressing the immediate situation, generally referred to as emergency 
planning; (2) procedures for ensuring ongoing business and administrative operations, 
generally referred to as business continuity management (BCM); and (3) procedures for 
ensuring the academic integrity of all academic programs… (p. 75) 
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These components differ from university priorities and procedures set forth due to school 
shootings or other various acts of violence. Academic preparation measures are necessary as 
natural disasters, pandemics, and other types of crisis events have occurred disrupting the 
traditional learning process.  
Ekmekci and Berstrand (2010) examined the role of information technology (IT) as it 
pertained to the plans of 20 institutions to determine how they were able to utilize IT 
infrastructure during the 2009-2010 H1N1 pandemic. Qualitative research methods were used to 
analyze the institutional plans and data was organized into three categories: IT services, faculty 
readiness, and student readiness. The data examined for this study was gathered from university 
websites. In terms of IT infrastructure, most universities already have pre-established web-based 
platforms, such as Blackboard or Desire2Learn, that have been designed for distance learning 
classes. This does not mean traditional modes of teaching and course material are easily 
transferable to these platforms. As Ekmekci & Bergstrand (2010) noted, “…not all instructors 
had their course content available in an electronic medium (such as Word, Excel, PowerPoint, or 
PDF), which meant that all such material had to be converted into a suitable format and uploaded 
into the IT infrastructure” (p. 23). In terms of faculty readiness, institutions placed a large burden 
on instructors to be prepared to shift their course content online in the event of an institutional 
shut down, while also requesting that faculty remain vigilant in understanding CDC protocols 
and guidelines so they could assure students and families the institution was following the 
recommended procedures. Lastly, student readiness encompassed preparing students for the 
possibility of remote learning, asking students to be mindful of CDC guidelines and encouraging 
students to identify alternative methods of staying in contact with faculty and peers. While none 
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of the institutions in this study had to shut down their campuses due to the H1N1 outbreak, the 
very real possibility forced universities to prepare to do so in ways they had not previously 
explored. The approach of this study was to focus on the preparation component of business 
continuity plans, not the effectiveness of them.  
Although the outbreak of the H1N1 pandemic was not nearly as detrimental as the 
COVID-19 pandemic, there is still a lesson to be learned from the threat it presented to daily 
institutional operations. The large-scale expectation for faculty and students to quickly shift to 
online learning modes without warning or preparation demonstrates a lack of forward thinking. 
To simply shift typical operations online is not a seamless process. A lack of tools and resources 
often meant students and faculty did not have the necessary resources or information about how 
to successfully make the transition to an online learning mode. Inconsistent and conflicting 
messaging led to heightened confusion. The lesson learned from H1N1 pandemic is to better 
prepare technological structures, faculty and staff for the potentiality of online learning measures 
by adequately planning for, training and guiding stakeholders through the process.   
Syrian Civil War 
 While the Syrian Civil War conflict is still ongoing, there have been several instances 
that demonstrate how technology has been adapted and utilized as a pedagogical tool throughout 
the turmoil within higher education. The Syrian Civil War began in April 2011 as massive 
protests swept through the region to overthrow the autocratic regime in power. The longevity of 
the conflict continues as a fight for control of the region is influenced by external actors like 
Russia and the United States. First, it is important to note the implications of this ongoing crisis 
specifically as it relates to students and access to education. Bouchane (2016) has estimated that: 
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Around the world, 80 million children and adolescents have had their education directly 
affected by conflict and emergencies and 37 million have been forced out of school in 
situations where access to an education can mean the difference between a hopeful future 
and a poverty-stricken life. (p. 76)  
Higher education in Syria has drastically changed since 2014 as a result of the takeover of ISIS 
and jihadist groups that imposed strict regulations on universities. Despite complying with these 
demands, ISIS shut down several universities, including Damascus University (Ramadan, 2017). 
This profoundly impacted equity and accessibility to education that can alter the trajectory of a 
students’ life. Furthermore, Bouchane (2016) elaborated:  
Girls are almost 2.5 times more likely to be out of school in conflict-affected countries 
and 90 percent more likely to be excluded from secondary schools. Natural disasters and 
conflicts limit economic opportunities and weaken social institutions, greatly increasing 
the risk of sexual violence and exploitation of women and girls. (p. 77)  
As the ongoing conflict in Syria rages on, so do the risks associated with attending school. 
Access to education is extremely dangerous due to the destruction of schools, the disappearance 
of educators, airstrikes and the recruitment of children for exploitation. Furthermore, school 
records have been reported missing, employment restrictions have been placed on teachers, 
accreditation discrepancies, and lack of funding also create barriers for access to a safe and 
equitable education for students (Bouchane, 2016).  
The Syrian Civil War has created an educational crisis that will persist even after the 
conflict is resolved. Lack of support, funding and equitable education for children will widen the 
existing gender gaps. Bouchane (2016) also reported: 
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This persistent lack of funding for education for children and youth affected by the Syrian 
war reflects a chronic lack of support for education in all emergencies. In 2015, only 31 
percent of education appeals were funded and education received just 1.4 percent of all 
humanitarian funding. (p. 78) 
This demonstrates how education is not viewed as a priority, especially during global 
catastrophes. Education is an integral tool for preventing conflicts and the lack of global 
investment into academics is concerning. Educators and institutions have to adapt to the changes 
of society and technology is one way in which they have done so. Facebook is one social media 
tool that has allowed students and educators to remain connected despite the unstable 
circumstances in Syria.  
 Amidst the Syrian Civil War, Facebook has emerged as a pedagogical tool that has 
provided an alternative mode of communication. A 2017 study conducted a survey analysis of 
the role of Facebook usage in academia among 726 students at Damascus University in Syria 
examined students’ intended usage of Facebook during the crisis for academic purposes. 
According to Ramadan (2017), “The best way to describe the role that Facebook played in 
academia during the Syrian crisis is as the Syrian Moodle due to the lack of any MLS 
Management Learning Systems at Damascus University” (p. 200). The study identified eight 
distinct instances in which Facebook was identified as a mode of communication for Syrian 
students. These methods include, but are not limited to, Student to Student (S2S), Student to 
Faculty Member (S2FM), Faculty Member to Student (FM2S), Business Libraries to Students 
(BL2S), and Faculty Member to Faculty Member (FM2FM). The usage of closed Facebook 
groups, general pages and friend requests allowed the institution to dispense information and 
maintain communication despite the ongoing conflict. One caveat of utilizing Facebook as a 
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pedagogical tool is that not all students, faculty, and staff had accounts on the platform. Overall, 
the study found that:  
…Facebook allowed for the creation of virtual learning communities beyond the 
boundaries of traditional classrooms during the Syrian conflict. Facebook was used as a 
pedagogical tool in the virtual arena at times when safe commuting posed a challenge to 
students. It helped in creating collaborative learning models through connecting students 
with each other and with their professors. It facilitated the creation of educational pages 
for learning purposes (Irwin, Ball, Desbrow, & Leveritt, 2012). Moreover, it allowed for 
the creation of a click-and-mortar business service model that supported students’ 
learning needs. (Ramadan, 2017, p. 209) 
The implementation of Facebook as an educational tool in conjunction with the social interaction 
that the platform provides creates a unique pedagogical dynamic. Students and faculty were able 
to maintain communication and academic coursework where content could be shared. Therefore, 
the purpose of Facebook as a social media platform also became a function mode of teaching that 
demonstrated institutional resilience and continuity. The final component of the current status of 
crisis management within higher education that I will unpack is how crisis impacts students and 
who becomes marginalized as a result.  
The Impact of Crisis and Technology on Marginalized Students 
The events explored above are concrete examples of emergencies that altered higher 
education institutions’ ability to maintain a committed persistence to learning. These 
emergencies relied on technology as one avenue to combat the crisis event and maintain 
educational needs in adherence to university missions. Marginality, as defined by Schlossberg 
(1989), was presented as a useful theory for this concern. Oftentimes in crisis, minority student 
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populations are more likely to become marginalized. As Alvarez-Cortez (2020) pointed out, 
“Trends of disparities for minoritized students in their persistence and graduation along with 
factors of race (National Center for Education Statistics, 2019), first-generation status (National 
Center for Education Statistics, 2018), and financial need (The Pell Institute, 2019), among other 
minoritized identities, existed well before this pandemic occurred” (p. 6). This alludes to crisis 
events simply exacerbating existing hardships, especially for minoritized students. Institutions 
should make decisions based on the needs of the most vulnerable students who are most at risk 
of becoming marginalized. The COVID-19 pandemic has put marginalized students in a 
precarious position, especially as it relates to familial obligations and financial constraints. 
Couch (2020) pointed out: 
In the current pandemic, many institutions are providing additional support to students, 
and requests for assistance are being processed online due to the threat of illness. It is 
important, however, to note that while some students will not apply for resources or 
contact the institution, this does not mean the need does not exist. (p. 9) 
Quantitative data alone is not sufficient in analyzing how many programs have assisted students. 
The tremendous burden many students faced as they were forced to relocate home in March 
2020, generated a shift in the many hats students already wear. Not only were they still students, 
but some also became providers and caregivers. The online learning format created hardships 
like Zoom fatigue and burnout impacting students, faculty, staff and administrators. Synthesizing 
how students learn in an online format is crucial for understanding student success. In the next 
portion of my thesis, I will discuss how the implementation of one-to-one laptop programs and 
how they benefit underserved student populations. 
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One-to-One Laptop Programming 
The integration of one-to-one laptop programming has resulted in numerous beneficial 
outcomes for students within the K-12 and higher education realms. Research has proven that 
students flourish with access and a guarantee to technological devices. For instance, a study 
conducted by Safar (2012) at Kuwait University reiterates the correlation between laptops and 
student success. The objective of this study was to, “...examine, investigate, and identify the 
effect and usefulness of the application of 1:1 computing on students’ learning and academic 
excellence” (Safar, 2012, 70). Specifically, students’ test scores and end of semester grades were 
examined in addition to the quality of assignments and projects submitted as well as the students’ 
satisfaction with the academic course. The methodologies utilized included the examination of 
test scores, student interviews, surveys and faculty feedback. Ultimately, the study resulted in 
overwhelming support for one-to-one programming. Safar (2012) explained: 
One-to-one laptop programs do have a significant positive impact on students’ learning 
and academic excellence as well. It facilitates the following: (A) raising the students’ test 
scores; (b) boosting the students final grades; (c) enhancing the students’ quality of work 
in their projects; (d) escalating students’ communication and collaboration skills; and (e) 
increasing students’ motivation, interests, and involvement in their own learning and 
growth which improved the level of satisfaction with the academic course among 
students. (p. 73)  
It is evident based on the culmination of data and feedback from students and faculty, that one-
to-one laptop programs are a significant factor in student success.  
Additional evidence of this success was studied by Devlin & McKay (2016) who 
analyzed how technology has been an influential tool in teaching low socioeconomic students in 
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Australia. Students of a low socioeconomic status face an array of challenges and hardships that 
include financial struggles, family responsibilities, balancing work and educational obligations, 
and pressure to graduate on time (Devlin & McKay, 2016). The primary purpose of the research 
was to “...uncover aspects of these students’ experiences that had helped them choose to stay at 
university, despite the challenges and obstacles they may have faced in the first, challenging 
period of their university experience” (p. 95). The culmination of the study resulted in findings 
that assert technology as a dominant theme of retention. It was noted that: 
...teaching with technology was seen as one important way through which students from 
LSES backgrounds could be offered the flexibility with place and timing of study they 
often require. Both staff and students interviewed commented on the important role of 
technology in enhancing the higher education experience for LSES students. (Devlin & 
McKay, 2016, p. 98) 
Technology is influential in the college experience, especially for students with a low 
socioeconomic status and correlates with retention and the continuum of studies for underserved 
students. Devlin & McKay (2016) reveal through their research integrating technology in the 
higher education context is one element that impacts students’ learning and growth.  
The investment of technology for students is an investment by the institution to provide 
for the holistic development of the student, regardless of socioeconomic status, gender, race or 
any other identifying factors. Research, interviews and quantitative data support the premise that 
technology serves as a crucial role in the educational enhancement and growth for students. As 
such, it should be a priority for the institution to recognize that technology is an imperative 
component of student learning and growth and should, therefore, be more heavily invested in as 
a means of continuity and persistence.  
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Conclusion 
 This chapter briefly reviewed a history of higher education institutions, the role of student 
affairs practitioners during a crisis event, recent crisis events that have altered institutional 
continuity and response, as well as the role technology has played during crisis events. The 
topics in this chapter provide the justification for how institutions should invest in technology for 
students and how it can be used as a tool during an emergency. In the next chapter I will provide 
a more thorough explanation of a multifaceted intervention schematic that addresses student 
technology needs and how the institution can meet them. 
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Chapter Four: Program Design & Implementation 
In Chapter 3, I described the historical context of higher education, the student affairs 
role in crisis management, the current state of crisis management in regard to the use of 
technology during crisis events and how students become marginalized during catastrophes or 
conflicts. This chapter proposes an intervention that provides a permanent technology solution 
that will not only benefit students during a crisis, but also when “normal” campus operations are 
unaffected by an unexpected event. In this chapter, I will discuss the purpose and goals of my 
proposed technology initiative in addition to articulating how this plan can be enacted. 
Furthermore, I will conclude this chapter by incorporating how the NASPA/ACPA competencies 
contribute to the framework of my proposed intervention.  
The premise of my proposed intervention evolved as I reflected on my personal 
experience with technology and the recent COVID-19 crisis. Students, especially marginalized 
ones, already face an abundance of barriers that prevent them from having equitable access to 
higher education. Technology should not be one of those barriers that inhibits matriculation. As 
mentioned in Chapter 3, the use of technology during previous crisis events demonstrates how 
crucial it is for student success. Therefore, the basis of my intervention is to provide students 
with a laptop device at no cost to them when they enter college. This program will be called the 
Technology Forgiveness Initiative. 
Intervention Proposal Purpose  
The purpose of the Technology Forgiveness Initiative is to integrate technology as a 
solution proactively as opposed to a reactive attempt to correct the dilemma that technology can 
create in terms of access during a crisis. The requirement of technology for college students as 
well as the high costs make it an expensive requirement students are obligated to purchase. A 
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recent report from West Chester University’s Information Services and Technology Newsletter 
for the Fall 2020 demonstrates that laptop devices were the most popular piece of equipment 
provided to students through the Loaner Equipment Program. Between March 2020 and October 
2020, a total of 1,075 laptop devices were distributed, indicating that a need exists for an 
intentionally designed program that provides students with laptops to keep at no cost (West 
Chester University, 2020). The volume of students relying on loaner laptops supports the 
integration of a program that provides students with a device for the duration of their college 
career and beyond. The onset of the COVID-19 pandemic shed light on a recurring issue 
surrounding equitable technology access. The concept of a loaner laptop is a short-term solution 
to a problem that clearly will persist long-term without a more permanent intervention.  
Pennsylvania State University’s Information Technology department ran out of loaner 
laptops for students after providing 433 laptops to those who requested one at its University Park 
campus between March 2020 and November 2020 (Penn State News, 2020). The department 
sought laptop donations in early November 2020 in order to accommodate student laptop loaner 
requests as the institution was transitioning to a virtual platform after Thanksgiving break (Penn 
State News, 2020). The demand for loaner laptops is likely as a result of the COVID-19 
pandemic and the shift to remote learning because students did not have physical access to 
institutional libraries or computer labs that often served as a technological resource.  
Program Goals and Objectives 
The purpose of the Technology Forgiveness Initiative is a two-dimensional dynamic 
approach to combating technology as a potential access barrier that can also be utilized in a 
production manner during a crisis event. Demonstrated by the recent crisis events that I 
discussed in Chapter 3, technology has been at the forefront of solving current crisis dilemmas 
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within higher education. The Sloan Semester implemented as a result of Hurricane Katrina was 
an innovative technological solution in 2005 that allowed displaced students to continue their 
studies online through a collaborative effort with over 150 host institutions across the United 
States (Meyer & Wilson, 2011). Furthermore, a more recent example that I have previously 
articulated regarding the use of Facebook as a Management Learning System during the Syrian 
Civil War shows how institutions have adapted to evolving technological advancements 
(Ramadan, 2017).  
Therefore, I have proposed three program goals with various program objectives and 
student learning outcomes that coincide with my intervention. The Technology Forgiveness 
Initiative is driven by three program goals: 
● Program Goal #1: The Technology Forgiveness Initiative will lessen the barrier 
for technology access for incoming students. 
○ Program Objective #1: The Technology Forgiveness Initiative will assist students 
with their technology device needs within the first two weeks of the start of the 
fall semester. 
■ Learning Outcome #1: As a result of participating in the Technology 
Forgiveness Initiative, at least 75% of student participants will pass the 
informal formative Technology Use Workshop assessment. 
■ Learning Outcome #2: Students will be able to identify how to acquire a 
laptop, if they need one, and where to go to pick up their device. 
■ Learning Outcome #3: Students will know where to seek technology-
related help on campus. 
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○ Program Objective #2: Identify staff member(s) within the IT Department and the 
university responsible for this initiative. 
○ Program Objective #3: Create a postcard to send to accepted students that directs 
them to a form to sign up for the Technology Forgiveness Initiative if they need a 
laptop device.  
○ Program Objective #4: Analyze the survey data to ascertain demographic 
information of students who complete the survey demonstrating a need for a 
laptop device. 
○ Program Objective #5: Provide laptop devices through the Technology 
Forgiveness Initiative to all students that need it. 
● Program Goal #2: The Technology Use Workshop will teach students about functions, 
programs, components and safety of laptop usage. 
○ Program Objective #1: Technology Use Workshop student staff members will 
conduct workshops to students who want to learn more about the laptop functions 
and programs. 
■  Learning Outcome #1: As a result of attending the optional Technology 
Use Workshop, 70% of participating students will be able to identify key 
elements to operate their laptop or device. 
○ Program Objective #2:  As a result of attending the optional Technology Use 
Workshop, 70% of participating students will complete the satisfaction survey 
about the workshop. 
○ Program Objective #3: Create a workshop training assessment that students 
participating in the initiative will complete.  
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○ Program Objective #4: Develop a training manual for student staff members to 
provide as a resource and a reference.  
● Program Goal #3: Communicate basic logistics of the Technology Forgiveness Initiative 
to faculty, staff and administrators via emails and social media so they can appropriately 
refer students who need a laptop/ device to the program. 
Essentially, these program goals are structured to ensure the institution is meeting the 
needs of students, while also maintaining a commitment to the institutional mission. They 
provide a foundational basis for the aim of the initiative and how the expectations can be 
successfully met. Employing a Critical Action Research (CAR) lens will be crucial as the 
initiative grows and evolves to better gauge how to meet the needs of students. These program 
goals, objectives, and learning outcomes were designed and informed by theories and literature 
reviewed in Chapter 2 and Chapter 3. The next section will explain the correlation between my 
thematic intervention and Schlossberg’s Theory of Mattering and Marginality (1989) and Social 
Identities related to Low-Income and First-Generation students.  
Integrating Theory to Practice 
The theoretical frameworks that I discussed in Chapter 2 demonstrate how theory informs the 
basis for my proposed intervention. As Schlossberg explained in her theory of Mattering and 
Marginality (1989), students that are more economically vulnerable with lower levels of 
education are more likely to wrestle with an array of emotions that can make them feel 
marginalized and conflicted as they internally struggle with the feelings of imposter syndrome. 
These feelings are a result of acknowledging the lifestyle they grew up in, but not understanding 
their place among academia that results when they transition to college. These academic, social 
and economic differences differentiate marginalized students from their peers, faculty and staff 
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creating feelings of marginality (Patton et. al., 2016). Marginality directly corresponds with 
retention, attrition and graduation rates, which are often priorities in order to maintain the 
persistence of students. Not only do theories inform the basis for my thematic concern, but so 
does the literature, research, and data that also support how technology is a key component 
utilized in crisis events that has the most significant influence on marginalized students.  
Specific crisis events that I examined in Chapter 3 (Hurricane Katrina, the H1N1 
pandemic, and the Syrian Civil War) demonstrate how technology has aided students during an 
emergency. Access to technology is an integral component of the Technology Forgiveness 
Initiative. The success of one-to-one laptop programs in K-12 education as a means of 
supporting students, especially those of a lower socioeconomic status provides a basis for the 
importance of institutions to examine similar methodologies as it relates to technology. In 
addition, the research at Australian universities demonstrates how students of a low 
socioeconomic status are more motivated to learn when technology is integrated into academia 
(Devlin & McKay, 2016). The correlation between marginalized students and technology is 
abundantly clear and portrays how instrumental it is that institutions integrate more resources 
and commitment to programs that not only utilize but provide students with necessary 
technology. Devlin and McKay (2016) explain, “A study commissioned by Universities 
Australia found 76.6% of students from LSES backgrounds experienced financial distress and 
worry about their finances” (p. 94). Oftentimes, these feelings of worry can translate to a greater 
pressure to graduate within four years, balance family responsibilities and face economic 
constraints balancing work and academic expectations. One financial burden for students that 
institutions can alleviate is access to technology. It is within the parameters of an institution's 
ability to generate programming that would provide students laptop devices to fulfill the 
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technological need. I will elaborate on how a program of this nature could be developed below as 
I detail the components of my proposed intervention. 
Technology Forgiveness Initiative Proposal 
My inspiration for this intervention was largely based on my research about the 
relationship between crisis events and the utilization of technology as a useful resource or tool. 
As I thought about how crisis events are often unpredictable, I considered what preemptive 
solutions could be explored in order to combat negative ramifications that can occur as a result of 
an emergency. Taking into consideration the theoretical frameworks that I outlined above as well 
as the research regarding the impact of one-to-one laptop programs for low socioeconomic 
students, I developed the Technology Forgiveness Initiative as a means of hoping to begin to 
bridge the equity gap that I believe technology can inadvertently create. Providing students with 
complimentary laptop devices is not only beneficial if an emergency occurs but has also been a 
proven educational tool for student success, especially for low socioeconomic students who are 
at a greater risk of becoming marginalized.  
 The premise of the Technology Forgiveness Initiative is to provide students with laptop 
devices at no cost, which are given to students to keep permanently. This Initiative was 
developed based on the important role technology has played in crisis events in addition to the 
demonstrated need for students to have the tools and resources they need to be successful 
without the strain of financial barriers. Schlossberg’s Theory of Mattering and Marginality 
(1989) and social identity constructs played an important role in the development of my program 
proposal based on the challenges that students with various intersecting identities and those from 
lower socioeconomic status often have to confront. Additionally, based on loaner laptop device 
information from West Chester University and Pennsylvania State University there is pre-
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established data that demonstrates how implementing this program will benefit students as they 
matriculate to college. This initiative specifically targets first-year students who are accepted for 
either the fall or spring semester. Two devices will be offered to students who elect into this 
program. They will have the choice of choosing between an Apple Macbook Air (13.3”) and a 
Lenovo ThinkPad E14. These devices were selected based on their operating system capacities 
and to provide students with the option to choose the operating system that they prefer.  
 There will be several forms of outreach to students in order to provide them with 
information about the initiative and allow them to sign up for a device if they need one. First, a 
postcard will be created, printed and distributed in the acceptance packets of first-year students 
who have been admitted to the university (See Appendix A). The purpose of the postcard is to 
serve an informal means of letting students know that the institution is offering a laptop to them 
if they do not already have one or will require one by the start of their first semester. In addition, 
the postcard will also incorporate a QR code that students can utilize with their smartphone 
device that will direct them to the link to sign up.  
Next, during all first year advising sessions prior to the start of the semester, academic 
advisors will follow up with students during that meeting and ask if students have a laptop 
device. If a student indicates that they do not have a device or that they need one, the academic 
advisor will refer them to the link where they can complete the form for a laptop through the 
Technology Forgiveness Initiative (See Appendix B). The form will consist of basic information 
such as: first name, last name, pronouns, major, email address, phone number, type of device 
they are interested in and the preferred date and time to pick up their device. Devices can begin 
to be picked up one month prior to the beginning of the semester and for two weeks after the 
semester begins. This allows ample time for students to check their availability and determine 
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when they will be able to pick up their device and attend the Technology Use Workshop. In the 
next sections, I will describe the additional components of the Technology Use Initiative that 
include the Technology Use Workshop as well as the advisory board.  
Technology Use Workshop 
The subsequent program affiliated with the Technology Forgiveness Initiative is the 
Technology Use Workshop. This workshop is intentionally designed to provide students with a 
one-on-one session to help them understand the functions and programs on the device they 
selected. This session occurs immediately after they pick up their laptop based on the time they 
selected on the form they completed, mentioned above. Trained Information Technology student 
employees would facilitate these one-on-one sessions, so it creates a peer-to-peer dynamic. 
Student staff would have to attend a training program before they were able to begin mentoring 
students.  
Each staff member would have a checklist (See Appendix C) tailored to the 
programmatic preferences of the academic college the student’s major is affiliated with. This 
checklist will ensure that the staff member stays on track and that the training session is 
incorporating components that the student will utilize in their classes. The purpose of this 
workshop is not to mimic a banking model (Freire, 1970) but instead to format a structured 
conversation that allows for equal participation and interaction between the staff member and 
student. For instance, if an item on the checklist is the ability to lock a Word document the staff 
member will ask if the student knows how to do that task. If the student indicates they are able to 
do so, the staff member might ask them to demonstrate how it would be done on the laptop. If 
the student says they do not know how to complete that task, the staff member would show the 
student on the device how that action could be completed. The purpose of the workshop is to go 
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beyond giving students a device for college. It is to ensure that students have the tools and skills 
to effectively utilize the laptop as well. The checklist that the staff member utilizes also serves as 
an informal assessment. 
Once students pick up their device and complete the Technology Use Workshop, a survey 
will be sent to their university email address to ascertain information about their overall 
experience with the program (See Appendix D). This satisfaction survey will incorporate a 
variety of questions that include both closed-ended and open-ended questions. The advisory 
board will analyze the data gathered from the initial interest survey, satisfaction survey and 
informal observations by staff onsite at the Technology Use Workshop to assess the successful 
programmatic elements and identify areas of growth. The final component of the Technology 
Forgiveness Initiative is the advisory board whose primary responsibility is to oversee the daily 
operations and make decisions accordingly.  
Advisory Board 
An advisory board will be created to oversee and assess the functionality of the 
Technology Use Initiative and the Technology Use Workshop. The advisory board will consist 
of the director of the information services and technology department, a representative from each 
college, current students, an academic dean and an alumnus working in a technology related 
field. Members on the advisory board will meet twice a year, once in December and once in 
June. In December, members of the advisory board are expected to attend a soiree for the 
Technology Use Workshop student employees in order to interact with students, hear their 
personal experiences working with the initiative, and gain insights about how to make necessary 
improvements. Additionally, in June, members of the advisory board are expected to meet in 
order to review the data compiled based on the various surveys and sign-up forms students 
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utilizing the program submitted. Aligning with the institutional mission, the advisory board’s 
mission is to promote the implementation of the Technology Forgiveness Initiative and ensure 
equitable technology access for all students. This mission statement is derived from a larger need 
within higher education to create programs and initiatives that recognize the instrumental role 
technology plays in assisting students.  
There are various responsibilities of the advisory board that include assessing the 
technological needs of students, providing training for students about laptop usage and safety at 
the Technology Use Workshops, effectively communicating and collaborating with various 
departments and colleges at the institution to understand necessary programmatic functions 
required by each major, and identifying and promoting various methods to procure necessary 
technology resources. The mission and responsibilities of the advisory board demonstrate a 
commitment to enhance student learning and are crucial to the persistence of the overall 
Technology Forgiveness Initiative.  
Areas for Growth and Potential Challenges 
 The Technology Forgiveness Initiative has many moving parts that rely on various 
campus entities working together to ensure it is a success. If one dynamic of the unit does not 
perform its responsibilities, then the initiative will not thrive. This is one potential challenge of 
the initiative that will be dependent upon the leadership of the Director of the Information 
Services and Technology to ensure the operational components run smoothly, tasks and 
responsibilities are completed timely and efficiently. This includes maintaining marketing efforts 
and continuously building relationships with faculty, staff and administrators to ask for their 
feedback as well so Technology Use Workshop checklists could be updated yearly, and the flow 
of communication remains intact.  
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 Another challenge that will persist throughout the duration of the initiative is the inability 
to fully estimate the number of students that will require the assistance of the initiative. This 
makes efforts to plan for an accurate number of laptops needed to support all students that 
request one. Currently, the Technology Use Initiative is designed to target first-year students. In 
an ideal setting, once the initiative begins to grow and expand, it would become available to any 
student regardless of their class year at the university. Determining how many students would 
potentially utilize the program once it transitioned to a campus-wide initiative would be difficult 
to estimate. Unpredictable crisis events can also occur at any time that could drive up the 
demand for students needing a device as well. Since technology can become obsolete quickly, it 
is important that the number of devices secured is appropriate for anticipated need.  
 A potential area for growth that I did not thoroughly discuss is the development of the 
Technology Use Workshop training for student employees. Ideally, this training would occur 
during the summer over the course of one day for a duration of eight hours. The training should 
include an overview of various laptop functionality topics, programmatic systems, technology 
safety, etc. A supervisor within the Information Services and Technology would be responsible 
for planning and implementing this yearly training for student staff members. 
 My long-term vision for this intervention is to gain a deeper insight and understanding 
about the correlation between technology and retention of students, particularly those from a 
lower socioeconomic status. The relationship between race and class with power and privilege is 
an ongoing dynamic that continues to burden marginalized students. A Critical Action Research 
(CAR) lens is imperative for fully evaluating this dynamic. Focus groups with students who took 
advantage of the initiative could be created to gather personal narratives from students involved 
in the program. I also foresee a long-term partnership with the institution and a technology-
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related company (a supplier, retailer, etc.) that would provide substantial assistance for this 
program, so that there is not a continual reliance on technology grants and donor contributions to 
largely support ongoing efforts.  
Professional Competencies  
The leading professional organizations in the area of higher education and student affairs, 
ACPA and NASPA, developed a rubric of competencies that established a core set of standards 
for practitioners in the field to follow. These competencies encompass tiered outcomes that 
provide clear and attainable characteristics for ten specific categories. ACPA and NASPA 
created a rubric that concisely outlines how to attain the three levels of each of the ten 
competencies. For the purpose of this thesis, I will examine three of the frameworks: Advising 
and Supporting, Social Justice and Inclusion, and Technology as they directly intersect with 
crisis preparedness and my proposed intervention.  
The first competency that relates to my thesis is the conflict and crisis management 
framework within the Advising and Supporting Students. This dimension very clearly describes 
how student affairs educator’s coordinate and lead response efforts by thinking critically and 
creatively while acting as an advocate for others. It is defined as, “Know crisis intervention 
plans; various approaches to problem solving and mediation. Ability to advocate for others; to 
discern when conflicts are escalating. Dispositions to think creatively and critically; to respond 
with urgency in crisis; to care for people in need” (ACPA & NASPA, 2015, p. 3). Collaboration 
is an imperative component of this framework as it requires leaders to facilitate a proper 
response and ensure key stakeholders are involved with decision making processes. Supporting 
students in a crisis by taking active steps to be prepared in the event that a crisis occurs is a 
fundamental principle of my thesis. Furthermore, my proposed intervention, as described above, 
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illustrates how to implement an initiative that incorporates measures to ensure all students have 
access to technology.  
The next competency that I will discuss is Social Justice and Inclusion. The impact of 
crisis events disproportionately impacts marginalized students meaning there is an inequitable 
balance of access to resources. The specific dimension of this competency that I relate to my 
thesis is Organizational Systemic Advocacy. This has been defined as, “Knowledge of the 
manifestation of institutional oppression and strategies to create equity. Ability to build an active 
network of campus stakeholders dedicated to facilitating change. Disposition toward institutional 
and personal accountability, while empowering others to do the same” (ACPA & NASPA, 2015, 
p. 29). My intervention includes the creation of an advisory board that oversees overall initiative. 
The advisory board is responsible for assessing how the initiative is serving students, particularly 
those from low socioeconomic backgrounds and ensuring their technological needs are met. The 
long-term goal is to eliminate technology as a barrier preventing equity for students. Accepting 
that current laptop loaner programs currently in place do not combat systemic oppression. The 
Social Justice and Inclusion competency is a pivotal dimension that guides institutional policies 
to guarantee that technologies respect and represent the needs of all students. 
The final competency that I will discuss in relationship to my thematic concern is 
Technology. As I mentioned above in my Intervention Proposal, technology is an integral 
component of the Technology Forgiveness Initiative and Technology Use Workshop. 
Specifically, ACPA and NASPA states that this competency area: 
...focuses on the use of digital tools, resources, and technologies for the advancement of 
student learning, development, and success as well as the improved performance of 
student affairs professionals. Included within this area are knowledge, skills, and 
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dispositions that lead to the generation of digital literacy and digital citizenship within 
communities of students, student affairs professionals, faculty members, and colleges and 
universities. (ACPA & NASPA, 2015, p. 32) 
The anticipation of possible crisis events and the methods of engaging technology as a resource 
during an emergency should be an integral component of an institution's Information Technology 
and Services team and planning, especially as it correlates to preparedness measures. Effectively 
anticipating technological changes and adapting quickly to them is one element of this 
competency that also requires effective and transformative leadership.  
 Conclusion 
 In this chapter, I discussed my proposed thematic intervention in addition to the 
corresponding program goal, objectives and learning outcomes. This included a detailed 
implementation plan that lays the groundwork for my intervention by outlining the necessary 
steps to integrate this program within the institutional setting. The Technology Use Initiative was 
inspired by the ongoing COVID-19 pandemic, my personal relationship with technology and the 
impact that technological devices have on marginalized students. I utilized Schlossberg’s Theory 
of Mattering and Marginality (1989) as well as social identity theories to support the integration 
of this program on college campuses. I also provided details about how the initiative aligns 
directly with several ACPA/NASPA competencies. In the final chapter, I will incorporate 
strategic assessment and evaluation models that will guide the compilation of data to inform how 
to determine the success of the program and identify areas of growth.  
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Chapter Five: Implementation and Evaluation 
The development, implementation, and assessment of the success of a program can be a 
cumbersome and lengthy process. However, the results of such provide valuable insights and 
feedback about necessary adaptations to improve the overall design, outreach and support of 
students. This final chapter will begin with a detailed timeline and budget for implementation in 
addition to more information about strategic marketing efforts. Further, I will discuss various 
leadership styles and how the characteristics of leadership drive my intervention. Finally, I will 
address the limitations of my intervention as well as the necessary next steps. 
Programmatic Components 
 The development of the timeline was primarily driven by the phases needed for funding, 
budget, and marketing efforts. To begin, I will discuss the timeline for my intervention, which 
can be reviewed in Appendix E. The anticipated launch of the Technology Forgiveness Initiative 
is the Fall of 2023 to allow adequate opportunities for acquisition of funding, the laptops and 
devices, creation of marketing graphics and distribution as well as hiring and training of student 
staff. These components will be the responsibility of the Advisory Board who will oversee their 
overall development and implementation. Members of the Advisory Board will share the 
obligation of ensuring all of the various features of the initiative are completed in a timely and 
efficient manner. Teamwork and collaboration will be instrumental in completing all of the 
necessary tasks in accordance with the timeline and included deadlines.  
 The next component that I will discuss is the funding and budget for the Technology 
Forgiveness Initiative and Technology Use Workshop. There are two primary methods in which 
funding will be secured. First, a donor letter (See Appendix F) will be constructed and sent to 
alumni, friends, and sponsors of the institution in order to garner interest in the initiative as well 
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as request donations for funding by providing integral information in the letter. Primarily, the 
donor letter will elaborate on the mission of the Advisory Board, how the initiative will impact 
student growth and how funding will play a role in the holistic development of students. This 
letter will be sent in Spring 2022 as well as Spring 2023. The second component of outreach for 
funding will incorporate the application for various technology-related grants. These grants 
would provide the needed, yet most costly item for the initiative - the laptops. The timeline 
reiterates that the submission for technology grants should be completed by Spring 2022 to allow 
ample time to receive notice of the approval of grant funding and to acquire the laptop devices 
needed. An overview of the cost of the overall budget for the initiative is included in Appendix 
G. This comprehensive budget accounts for all components and tasks of the Technology Use 
Initiative and the Technology Use Workshop.  
 Finally, the last programmatic component that I will outline is the marketing and 
recruitment strategy. There are several forms of outreach that will be integrated into the initiative 
in order to communicate with students, faculty and staff. First, students will be initially notified 
of the program by means of a postcard that will be distributed in their acceptance packet. A QR 
code will be located on the top left corner of the postcard, which will direct students to the 
Google form to fill out if they would like to participate in the initiative. The details of the 
postcard can be viewed in Appendix A. Additionally, as students meet with their first-year 
advisors, they will be asked if they have a laptop or device for college and if they do not, the 
advisor will direct them to the appropriate Google form to complete in order to enroll, which can 
be found in Appendix B. Additionally, faculty, staff and administrators will receive an email 
about the launch of the Initiative in May 2023 so that they are aware of the details of the program 
and can effectively communicate or direct students who have further questions or inquiries to the 
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Information Services and Technology Department. Recruitment for employment of student staff 
for the Technology Use Workshop will begin in February 2023 to allow for time to interview, 
hire and train students prior to the Summer 2023. The application will be distributed across 
social media channels through the various student affairs departments’ channels. In addition, an 
advertisement will be placed in the student newspaper and weekly email with the campus student 
newsletter. Flyers will also be distributed in the student union, residence halls, dining facilities 
and select academic buildings. The budget allows for the hiring of ten student employees that 
will be responsible for the one-on-one training for first-year and transfer students who enroll in 
the Initiative. Their rapport and leadership in mentoring new students is an essential feature of 
the program that allows for the establishment of relationship-building and rapport that will 
ultimately begin to build a bridge between incoming students and the aspects of the Initiative. 
Leadership Styles & Approaches 
Effective leadership must begin with a recognition of the imperfections that exist within 
the systemic institutional structure. As higher education institutions often mirror the perceptions 
of society at large, implementing change can be a tedious and cumbersome process. Student 
affairs practitioners play a crucial role in enacting change as the advocates and voices for 
students, who are oftentimes not included in nor a part of the university decision-making 
processes. The elements of leadership are an integral component of intervention and are 
necessary in order for a successful implementation of the Technology Forgiveness Initiative. 
Crisis and disaster events often aggravate existing structural issues that perpetually impact 
students with a lower socioeconomic status and marginalized students (Devlin & McKay, 2016). 
Ensuring that these students are accounted for and provided with the necessary support and tools 
to maintain their educational needs is imperative. An effective leader will critically examine how 
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the institution will guarantee its commitment to all students' right to receive an equitable and 
quality education despite an emergency event.  
The Higher Education Research Institute Social Change Model (SCM) developed by 
Astin and Astin (1996) illustrates key components of effective leadership that student affairs 
practitioners should utilize while engaging with college students. They achieved this by 
categorizing seven characteristics (consciousness of self, congruence, commitment, 
collaboration, common purpose, controversy with civility, citizenship and change) of leadership 
development into three distinct categories consisting of: individual, group and community. 
Whitten-Andrews (2016) asserts that, “The model’s aim is inclusivity; it highlights the process of 
leadership development, and it expresses the values of social justice and equity in its non-
hierarchical philosophy and primary outcome of positive social change” (p. 202). This approach 
of inclusivity is grounded in the premise that effective leadership acknowledges identity and 
values in order to enact and advance social change and justice for all.  
Furthermore, the Higher Education Research Institute (1996) explains that leadership is a 
process that “…cannot be described simply in terms of the behavior of an individual; rather, 
leadership involves collaborative relationships that lead to collective action grounded in the 
shared values of people who work together to effect positive change” (p. 16). Utilizing the 
resources available to them, effective leaders build and cultivate relationships, collaborate with 
others and establish a rapport with key stakeholders in order to be the catalyst for creating 
change for the betterment of students.   
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Characteristics of Transformative Leadership  
Transformative leadership embodies enacting change while using a collaborative 
approach that disregards the typical organizational hierarchical structure. Power is a component 
of transformational leadership that cannot be disregarded because, ultimately, wielding power (at 
least in some sense) is necessary in order to invoke the change associated with this leadership 
approach. Harrison (2011) explains, “Leading with integrity requires an acknowledgement of the 
way power works in organizations. Without such an acknowledgement, potential change agents 
slip too easily into a hero-martyr mentality, concluding that they must fall on their swords for the 
cause” (p. 47). Since the primary tenet of transformative leadership is the notion that leaders are 
change agents there is a need to recognize that in order to enact change, power is a piece of the 
puzzle that allows for leaders to be transformational. Further demonstrating that in order for 
transformative leadership to incite change, there is a concise need for collaboration and power to 
intertwine in order to produce the desired change.  
Effective leadership and transformative leadership coincide directly with each other as 
effective leaders need to have a transformative leadership approach. While it may appear as 
though effective leadership and transformative leadership are two separate entities, that is further 
from the case. The molding of both of these leadership characteristics embodies the true nature 
of a leader devoted to change, collaboration, advocacy and innovation. Combining the theory of 
leadership with daily practice is how a student affairs practitioner can demonstrate a commitment 
to pursuing an effectively transformative leadership approach that encourages change and 
promotes the advocacy of students.  
 Characteristics of effective and transformative leadership are crucial for the success of 
the Technology Forgiveness Initiative. The Advisory Board will need to embody teamwork and 
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collaboration, while drawing on the individual strengths of each member. The director of 
information services and technology will lead the Advisory Board taking into account the input 
from other Advisory Board members, while ultimately ensuring that final decisions are 
collaborative and made for the betterment of the initiative. A transformative lens of leadership 
and the characteristics of the Social Change Model illustrate how advocacy, inclusivity and 
integrity align with the Advisory Board’s mission to promote the implementation of the 
Technology Forgiveness Initiative and ensure equitable technology access for all students. As a 
former leader of a small team of employees, I learned first-hand how impactful leadership can be 
for the success of students, individuals and the institution as a whole.  
My Personal Leadership Experience 
My prior experience as a Team Lead with Apple Vacations taught me invaluable lessons 
about my personal leadership approach. The foremost of these lessons was that leadership is a 
skill, not a desirable rank to be obtained for the simple purpose of climbing an organizational 
ladder of hierarchy. Leadership, like any skill, requires a devoted investment, commitment and 
passion to become better, be better and recognize shortcomings. My belief about leadership 
stems from an unfortunate experience with a previous manager whose approach was more 
autocratic. Observing this model of leadership gave me first-hand knowledge about the type of 
leader that I did not want to become.  
There are numerous types of leadership styles, but there are a few that standout that 
culminate in my approach as a leader. The three leadership styles that have contributed to my 
personal leadership philosophy are participative/ democratic, transformational and servant 
leadership. First, participative leadership encourages team members to partake in the decision-
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making process. The leader values input from others and offers guidance, while maintaining the 
authority to solely make the decision. Next, transformational leadership focuses on the big 
picture where the leader is a motivator that inspires team members to reach their goals. Lastly, 
servant leadership embodies shared power with a concern for all stakeholders, while valuing the 
need for self-reflection. Linking these various leadership styles together has allowed me to 
formulate my own genuine approach to leadership that has been guided by my own lived 
experiences in addition to analyzing literature and models about various leadership approaches. 
All of these elements have allowed me to develop an authentic leadership approach that I 
continue to strive to enhance and develop, as leadership is a skill that needs to be nurtured and 
maintained in order to be effective.  
Crisis Leadership 
The implementation of an emergency management preparedness plan is only as effective as the 
leader behind it. Devising a plan is simple, but executing it with confidence, flexibility, 
compassion and authentic communication signify true leadership in a crisis. Leadership is a 
difficult skill to hone on a good day, let alone the additional challenges that a disaster brings to 
the forefront of the institutional structure. A crisis brings a spotlight onto the institution, more 
specifically institutional leaders like the president. The qualities of an effective, transformative 
leader become amplified during a disaster event. Transparency and honesty must be embraced, 
while still assuring the campus community of the university’s commitment and determination to 
provide students with a quality education and experience. Leadership during a crisis event is 
instrumental because it portrays the institution's response and determines how students, faculty 
and the community will view the university as either adept or inept at handling an emergency. 
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The perceptions of leadership response can determine if stakeholders have confidence in the 
university as a whole and its ability to respond to the disaster event.  
Assessment and Evaluation 
The role of assessment and evaluation is crucial for the longevity of the Technology 
Forgiveness Initiative and understanding how its implementation is making a meaningful impact 
on students. There are various methods of assessment that will be incorporated throughout the 
multiple stages of the Technology Forgiveness Initiative in order to gain insights and feedback. 
First, students that enroll in the initiative will complete a Google form asking for basic 
information, such as name, pronouns, student ID number, major, address, if they are residing on 
or off campus, demographic information and the option to choose between two laptop choices. 
The compilation and analysis of this data will be the responsibility of members of the Advisory 
Board. The specifics of this Google form can be found in Appendix B.  
Additionally, assessment measures will be a part of the Technology Use Workshop. As 
incoming students attend the workshop and pick-up their devices, IT supervisors will monitor the 
interactions and student staff as they go over the Technology Use Workshop checklist with 
students. This informal observation from supervisors will reveal feedback about the operational 
systems in place and how student staff and incoming students build rapport throughout the 
workshop.  
A soiree at the end of the semester in Fall 2023 will be held to celebrate the culmination 
of the first semester of the program's integration. Student staff members, IT staff, and Advisory 
Board members will come together in community to have fun, enjoy some treats and discuss the 
successes and areas for growth for the Technology Forgiveness Initiative. Each table at the soiree 
will be covered with large white paper sheets and with crayons and markers scattered on the 
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table. On the tables will be questions for attendees to answer at their leisure asking for input 
about the Initiative. Appendix H provides a list of the eight questions that will be incorporated at 
the tables during the soiree. The aim of this is to understand how the Initiative is adhering to its 
mission and what improvements could be made to enhance the experience and student growth. 
Acquiring these various means of data will be vital to the further development of the Initiative 
and how the Advisory Board makes decisions moving forward. 
 Further assessment measures can be explored as the Initiative grows and evolves over 
time. Ideally, focus groups will be convened and will consist of students from various class years 
to understand how involvement with the Initiative has either led to student growth or has not had 
a significant impact on student success. These focus groups should consist of interviews with 
small groups of students to acquire direct feedback. Deriving interview questions and setting up 
a time and space to conduct the focus groups will be the responsibility of members on the 
Advisory Board. In the next section, I will provide an overview of the limitations that exist for 
my program and how to institute next steps. 
Limitations and Next Steps 
The Technology Use Initiative is not without its limitations and possible areas of growth. 
For instance, my program only targets incoming students, generally first-year or transfer 
students. It does not have a component of outreach nor provide technology for students already 
enrolled at the institution. This includes students who may have taken time off and are returning 
to the institution to resume their academic studies. More information will need to be acquired to 
understand if a need exists across all class years for students to have the option to enroll in the 
Initiative. A campus-wide survey could potentially be helpful in gathering more data about 
students’ technological needs.  
 79 
 The next limitation is how to ensure the technology provided to students who enroll in 
the Initiative remains up to date and current. Technology has a tendency to become obsolete 
quickly as it is consistently evolving and adapting to new and more efficient processes. The 
Technology Forgiveness Initiative will want to utilize the most current laptops and devices for 
students as they enroll. This could be challenging for several reasons. First, it is difficult to 
predetermine the number of students that will enroll in the Initiative. Second, based on the 
number of students that enroll it is possible there may not be enough devices budgeted to fulfill 
the enrollment requests or, conversely, the Initiative may secure too many devices and have a 
surplus. These limitations will need to be addressed in order to have efficient contingency plans 
in place. For example, if a surplus of devices occurs, members of the Advisory Board can decide 
if they want to hold onto them for students enrolling in the Spring 2024 or if they want to loan 
the laptops to departments on campus or the library to use. That decision will need to be made at 
the discretion of the Advisory Board. 
 In this section, I have provided two potential limitations that could occur with the 
Technology Forgiveness Initiative. It is important to acknowledge these limitations prior to 
implementing this program at any institution. The next steps for the Initiative are to convene an 
Advisory Board and begin the necessary steps to not only enacting my program, but also 
exploring other potential avenues and partnerships for long-term funding. This can be achieved 
by working with a particular business for a large donation and renaming the Initiative to coincide 
with the name of that donor or entity. The last portion of my thesis will give an overview of basic 
tenets given in this five-chapter thesis and how my personal perceptions contributed to the 
development of my topic. 
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Conclusion 
 To conclude, I want to provide an overview of the key takeaways from my thesis and 
reiterate my belief of the purpose of higher education and how my intervention coincides with 
my personal philosophy. Technology has played a huge role in my growth and development 
from K-12 through my undergraduate experience. As it has continued to evolve as a necessity for 
learning, the cost has created access barriers for students unable to afford necessary devices that 
are required for their programs or majors. As an emerging higher education and student affairs 
practitioner, I believe it is the obligation of the institution to help thwart this cost so that it 
becomes one less means of inaccessibility to higher education for students. 
 Writing this thesis during a global pandemic has been challenging, lonely, and entirely 
reliant on the capabilities of technology. The combination of an on-going crisis and the 
dependence on devices to combat the ramifications of that crisis led me to wonder how crisis and 
technology impact marginalized students and how institutional continuity is also impacted. All of 
these factors collided to instigate my curiosity as I explored and researched past crisis events and 
what institutions learned from them. A greater need for crisis planning and preparedness 
measures should be more heavily invested in on all accounts so that students are not adversely 
affected.  
 The opportunity to explore my thematic concern has given me ample time to research the 
history of crisis, the current state of crisis, student affairs and technology and led to my own 
reflections about how I have been personally impacted. I have also recognized the inherent 
privilege that I have, which has given me benefits that have not been afforded to my peers, 
particularly those of color. It is unacceptable for higher education to continue to perpetuate the 
same narrative of exorbitant costs to attend college, which ultimately most negatively impacts 
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people of color and burdens them with significant debt. Technology has been shown to be one 
method in which students, especially marginalized ones remain engaged with academic learning 
and socialization. 
 It is my sincere hope and desire that integrating a program like the Technology 
Forgiveness Initiative would lead to larger institutional change and evaluation of the cost of 
higher education. Upon the success of my program, I look forward to gaining a deeper 
understanding about how the Initiative has played a role in student growth, success, and 
accessibility.  I believe that the goals, objectives, and outcomes that I set forth are a road map for 
integration of this program. In addition, I have provided descriptions and appendices that can be 
utilized in implementing this program.  
While this may be the conclusion of my thesis, it is certainly not the end of the research, 
data, and knowledge that I will continue to acquire as I evolve throughout my career in higher 
education and student affairs. This thesis serves as a beginning to a new chapter that I will 
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Technology Use Workshop Checklist (SAMPLE) 
 
Student Name: ________________________________  ID Number: ____________________ 
 
Date/Time of Device Pick Up:____________________________________________________ 
 




❑ Microsoft Programs 
o Word, Excel, and PowerPoint  
▪ Locking documents, use track changes, create a basic spreadsheet 
o Saving and sharing documents within OneDrive 
❑ Learning Management System (Desire2Learn, Blackboard, Moodle, etc.) 
o Locate courses/ classes student is enrolled in 
o View course materials, submit assignments, participate in forums or discussion 
boards 
❑ Institution Management Portal (Student Information System) 
o Run a Degree Progress Report 
o Manage classes (View class schedule, drop classes, add classes, browse course 
catalog, academic calendar) 
❑ Computer Basics 
o Organization of documents, files, and photos 
o Adjusting applications on the dock and menu bar 
❑ Email 
o Identifying SPAM emails 
o Set email signature 
o Apply read receipts to emails 
o Create folders and categorize messages 
o Add meetings, events and reminders to calendar  
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❑ Library Resources 
o Locating online journals and databases 
o Identifying peer reviewed articles 
❑ Video Conferencing 
o Log into Zoom/ Google Hangout/ Webex  
o Record a session  
o Screenshare video/ audio/ presentation 
❑ Graphic Design Platforms 
o Create a Canva/ Adobe Spark account 
o Design posters, flyers, postcards, etc.  
❑ Laptop Safety 
o Require a password 
o Do not consume food or beverage near your device 
o Use a Kensington Cable Lock 
o How to report missing/ stolen devices 
 
























Convene Technology Advisory Board in conjunction with the IT Department and determine who will be apart of the board 
First Advistory Board Meeting 




Apply for technology grants 




Create necessary print and digital media (postcard to be sent to all accepted first-year students)  
 Fall 2022 
 Develop survey for  newly admitted first-year students to complete if they want to participate in the program and have 
postcard included in accepted students admissions packet  
Determine who in IT will oversee the Technology Use Workshop program and be responsbile for supervising student 
employees 




Conduct interviews and hire student workers for the Technology Use Workshop 
Draft the outline of components the Workshop will cover 
Acquire the laptops per funding from the technology grants 
Reach out to donors again about the new technology initiative and aquire contributions 
 
Summer 2023 
 One day training for student workers for the Technology Use Workshop in July 
Create informal summative assessment to be given after students complete the Technology Use Workshop 
Remind First-Year Academic Advisors to direct students to the survey about technology need if they do not have a laptop for 
college yet  
Send students who submitted the technology need survey a sign up form to select a date and time to retrieve their device 




Students pick up devices per when they signed up and participate in the Technology Use Workshop in August 
Students can complete an optional satisfaction survey at the end of the workshop 




Technology Advisory Board reviews survey results, satisfaction results, student employee feedback and data about 
demographics to make necessary improvements  
Continue researching grants to apply to and engaging with donors 
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Appendix F 





May 5, 2021 
 
1234 College Avenue 
Anytown, USA 12169 
 
 
Dear Supporter of Institution, 
 
My name is Heather Mitchell and I am (add title and office). During my time here at the 
institution, I have met and interacted with dedicated alumni, volunteers and supporters, like you. 
I truly share in the mission, vision and advancement of the institution that enhance student 
growth and achievement. 
 
As I am sure you are aware, the academic, social and extracurricular opportunities offered at the 
institution encourage the involvement and development of the holistic student. We have a vision 
to ensure that the institution remains accessible to all students and have created the Technology 
Forgiveness Initiative to align with our values and belief that all students should have an 
equitable  
 
I am asking you to help ensure the Technology Forgiveness Initiative can successfully come to 
fruition. Your contributions will not only help fund and support the program, but will also have a 
lasting impact on our students’ growth. If you have not done so already, I encourage you to 
consider donating to the program. You can visit the Institutions Foundation website to donate or 
if you prefer, you can call our gifts processing team.  
 
Thank you again for your continued support of the Technology Forgiveness Initiative. Should 















Technology Forgiveness Initiative 
 
Expense Item Justification Units Needed Cost Total 
Apple Macbook 
Air – 13.3” 
Provided to 
students that 
indicate they need 
technology  





indicate they need 
technology  




promotion for the 
initiative 
5,000 $3.00 each $15,000 
 
Technology Use Workshop Personnel and Training Session 
 
Expense Item Justification Units Needed Cost Total 
Student Staff Training for student 
staff members  
10 students 






Student Staff Polos Identification of 
student staff and 
need of professional 
attire 






10 name tags $10 per 
name tag 
$100 
Food/ Beverage Sustenance for the 
student staff and 
training members 
10 student 





Parking Pass Parking passes given 
to students that need 
park on campus to 

















Technology Use Workshop 
 
Expense Item Justification Units Needed Cost Total 




they come pick up 









hours per week 
each during a 
15- week 
semester 
$15 per hour, 






$36,000 per year 
 






End of Semester Table Soiree Questions (SAMPLE) 
 
1. What items on the Technology Use Workshop checklist did students struggle with the 
most? 
 
2. What programs or applications should be added to the Technology Use Workshop 
Checklist? 
 
3. What features of the Technology Forgiveness Initiative were utilized that you think made 
a difference? 
 
4. Draw a photo of a technological device that could be used in the future. 
 
5. Write one word that you believe summarizes the purpose of the Technology Forgiveness 
Initiative.  
 
6. Write a compliment for someone you think has been excelling at supporting students in 
the Initiative. 
 
7. On a scale of 1 – 10 (with 10 being the highest), how effective was your Technology Use 
Workshop Training? 
 
8. What could the Technology Use Workshop do to enhance student staff training efforts? 
 
 
 
